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Driving Continuous Improvement in
Customer Service

CUSTOMER SERVICE

Providing excellent customer service requires
dedication, vigilance, and a commitment to
getting better. Continuous improvement is key
for companies who want to stay competitive by
optimizing the customer experience.

Here are four ways to build a culture of
continuous improvement in customer service
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Monitor Key Metrics

Establish key performance indicators (KPIs) to
track customer service success over time.
Common metrics include customer satisfaction
scores, first call resolution rates, call back rates,
wait times. Review these metrics regularly to spot
positive and negative trends.

Gather Customer Feedback

Actively collect customer opinions through
surveys, post-interaction questionnaires, focus
groups, online reviews and social media
monitoring. Positive feedback shows what your
team should keep doing. Constructive criticism
spotlights areas needing improvement.
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Identify Areas for Improvement

Analyze metric and feedback patterns to pinpoint
priorities for improvement. Common opportunities
include reducing average handle times,
improving first contact resolution, increasing
satisfaction survey scores, or lowering escalations.
Use a system such as Lean Six Sigma (DMAIC) to
do this. Allow staff to offer solutions, after all they
are the ones dealing with the customers on a
daily basis.

Invest in Training and Coaching

Provide customer service reps with ongoing
training on policies, procedures, and products.
Coach reps on enhancing communication skills
and dealing with difficult situations. Role playing
builds experience. Share constructive feedback
regularly.
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SUMMARY

By continuously monitoring performance,
listening to customers, and enhancing
employee capabilities, companies can offer
ever-improving customer experiences.
Customer service should never remain static or
get complacent. Aim higher by embracing
continuous improvement.
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CONTACT US

e +44 (0) 1704 889325
e info@salestrainingint.com
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