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/HAPTER 8\

LEARNING QUICOME

List three characteristics of a strong customer service vision,

dtate three questions you can ask employees to determine if
they are engaged with the company's customer service vision.

Describe three habits of a customer centric leader

Describe how to empower employees to deliver excellent

customer service.
List three sources for establishing quality standards

Discuss why it is important for contact centers to use the right

metrics when measuring customer service qualty

Describe three things a leader can do to make customer
experience a company priority.



D A CUSTOMER CENTRIC
JUTURE AND CULTURE

A customer-centric leadership structure should be designed to
stimulate cross-silo activity and collaboration across the entire
organization.

Leaders must commit to demonstrating behaviors and serving as
role models to deliver customer-experience qoals

Metrics and incentives should be developed that will align typically
siloed units into effective cross-functional teams
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PRIORITIZE CUSTOMER EXPERIENCE

1 Set up a dedicated team for customer experience.
[ Establish C-suite engagement.

3. it the customer-experience team into the

organizational fabric.
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APPLY LEADERSHIP PRINCIPLE

1 Model specific behaviours

L. toster understanding and commitment among

employees and managers
3. Develop capabilties and skills

4 Reinforce behaviours through formal mechanisms
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SIRONG CUSTOMER SERVICE VISION

A customer service vision is a shared definition of outstanding service
that gets all employees working in the same direction.

According to Jeff Toister, a strong customer service vision has three
characteristics:

1 Its simple and easy to understand.

. It's focused on customers.

3. It reflects who the company is now and who the company
aspires to be in the future.
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ENGAGE EMPLOYEES IN THE
CUSTOMER SERVICE VISION

Fmployees need to know that organizational success is defined

by the customer service vision.

ngaged employees help fulfll the vision with the customers

hey serve
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EMPOWER EMPLOYEES 10
DELIVER THE VISION

detting customer service qoals can serve an important role in

manaqing service teams.

bood qoals focus attention on the right things, while poorly
shaped qoals focus attention on other things. det SMART qoals
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oLT OMART GUALS ALIGNED WITH THE VISION

boals can be an important signal to employees about what to focus

on and how to prioritize their work,

The danger is some qoals can push employees away from the

customer service vision rather than towards it

et SMART qoals that are in alignment with the customer service

vision and performance expected.
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(REATE QUALITY STANDARDS

There are many benefits to improving quality and
customer service, including a positive impact on
customer loyalty, revenues, profitability, word of mouth,

and employee engagement to name just a few.
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THREE SOURCES FOR CREATING
QUALTTY STANDARDS

1 Customer expectations

L. The organization's mission, vision, and

values

3. Stakeholders
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Usk METRICS THAT MATTER

When measuring the degree to which quality standards are
being met it is important to consider the scoring system as it
should directly reflect your quality standards and behaviours

you want to encourage.
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[HE RIGHT METRICS

Historically, contact centers focused more on quantitative

metrics such as Average Handling Time (AHT) and Calls per
Hour. However, modern service centers recognize the
importance of measuring customer experience and agent

behavior more than quantitative mefrics.
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