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During the next 12 months, which of the following do
you expect to see?

] ) :

We noti ced ad Greater focus on the customer (end-usen) support experience |1 |
73% 69% .

T3% 67% .

Co I l I I l n Greater use of ITSM tools and processes in non-IT business units |GGG -

44%

Increase in the provision of support for personal mobile devices
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i puring the next 12 months, which of the following do

il you expect to see?
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6.6Measuring Success

WHat is the. main indicator of success for your service desk? .............................................................

48%
39%
37% -------------------------------------------------------------
34% ..........................................................................................................................
18% e
7% 7% 5% e[ L D LD
.- [ mmn W |

Customer Number of calls/ Productivity Improvements to Reduced cost per

Satisfaction issues fixes vs improvements service quality head of ITsupport [. 5. 5. 0. 0. Tt T T T L T T T T L T T T
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We noticed a
common
theme...

....... Greater use of ITSM tools and processes in non-IT business units [

During the next 12 months, which of the following do
you expect to see?

Greater focus on the customer (end-user) support experience

Increase in the provision of support for personal mobile devices

73% 69%

Greater use of self-service and self-help
73% 67%

44%

%o+ [ING_

6.6 Measuring Success

What is the main indicator of success for your service desk?

48%
I 34%

39%
37%

18%

7% 7% 5%
HE =

Customer Number of calls/ Productivity Improvements to
Satisfaction issues fixes vs improvements service quality
measures number received

2017 W 2015

4%
2%
=

Reduced cost per R
head of IT support |- """

- |What were the motivations behind undertaking a Digital|-
.--/|Transformation Project? '

Improve customer experience

Increased productivity

Improve relationship with other _ 54%
areas of the business
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Do you find more value in Customer Satisfaction measures
or traditional metrics, i.e. first-time fix?

B Customer Satisfoction
B Traditional Metrics
B Unsure
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Please rank these in terms of T T T T T T T

importance to your organisation. I

e " Have you noticed a shift of
22% e - focus towards monitoring
- Customer Experience =
% dngside SLAS? o
S6% 32% : s etk L A
SSd B Yes- within the industry but not
L on my service desk . .
15% o .- .
21% No - | have not noticed a shift RO

6% sx 8

Customer Speed of Service Desk Adherence Costper |-
Experience Service Staff Moral  toSlA Targets call

W 2nd W 3rd

........................ B st
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e e WhattypeOfsurVEYSdoyou usetosur\leycustomerS? P PP

On-going i.e. a survey is sent out _65%
after every ticketisclosed ~  EEEE

On-going i.e. a survey is sent after 33%
randomly selected tickets are closed

Periodic i.e. are scheduled to be 30% e
sent at specific intervals

One-off i.e. not scheduled or is sent N% ':':':':':':':':':':':':':':':':':':':'::
HOW to et L What platform are you using for measuring |
Other K

] ~ Customer Satisfaction?

.t
o o ::::j:j:j:j:j:j:j:[:j:j:::::::::::::::::::f::::::::::::: Functionality provided by the _ 62%
'''''''''''''''''''''''''''''''''''''''''''''''''''''''' TSK tool

:::j:j:::::::::i:i:::::::::j:j:::::::::i:j:::::::::j:j:: Survey tool _ 49%

Lo s Third-party solution - 18%

:::::::::::::::::::::::::::::::::::::::::::::::::::::::: Outsourced service provider runs I
........................................................ the survey as part of their service

............................ Othear {p'euse SPEC“Y)

Service |

Desk e
Institute 1M



g@ What is the averageresponserateto | oo
|Customer Satisfaction surveys?

B a0z
B 0-20%
B a0z
B 40%

Increasing
response
rates




Please note you will not receive a response from |

us based on your survey comments. If you would |

like us to contact you about your feedback, ppa.

please visit the Contact Us section of our RN

website. e




........................ Rate our Customer Service

Terrible!

Terrible!

Anything else to add?

(Optional)

on any Help page.

Please rate the service provided by the Amazon representative.

Paoor OK Good

Please rate how well you could understand the Amazon representative.

Poor OK Good

Great!

Great!

Thank you for taking the time to give us feedback. Unfortunately, we are unable to reply directly to your comments. If you need to contact Customer Service again, please click the Contact Us button

Send feedback

amazoniresh
N1

Hello Scarlett

Thank you for shopping with us. Your order has been delivered to the address below.

Tell us about your experience with this AmazonFresh order.

It was great

Rate Your Experience [5" "N N0 ST

Not so great
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Rate your experience

Delivered on: 03 September 2018 | Order No.:

Thanks for the feedback!

Our teams use your feedback to continue

improving our service.

Continue shopping




Rate your experience

Delivered on: 03 September 2018 | Order No.:

Not so great

Anything wrong with your items?

‘ Missing item Didn't like substitution

Incorrect item delivered

Item damaged

Was there a delivery issue?

‘ Item expired Item spoiled ‘

‘ Late delivery ‘ ‘ Early delivery ‘ ‘

Inappropriate driver
conduct

Driver didn't take
packaging as requested

Was there a packaging issue?

‘ Poor bag guality ‘ ‘ Bags were overpacked

Bags were mostly empty

Bags were damaged ‘

Prefer reusable bags that
| return

Submit
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e e O L PO P PRSPPI €3 Skype for Business X oo
Corrreesnnnn b How was the call quality? DR
_._._.::::::::::::::::::::::::::::::::::::::::::::::::: Excellent ::::::::::::
e Audio Issues Video Issues Ny
N [ Distorted speech [] Frozen video RIS
L s s L Electronic feedback [] Pixelated video o
L s L [ Background noise [ Blurry image -

wil Airtel 3G o | Muffled speech [ Paor color . .
A crrrrriisl Okche [] Dark video SRR
SRS Audio and Video were both excellent quality. o

Messages SRR R PR LM o .
HOW Was your trip with s s ? ROEIEIIRIRIRERORES .
sunday to ‘ ‘ B Privacy Statement oS
* * * * * RN Submit Close BRI
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Methods of
gaining
feedback

and _
monitoring
live




How oftenis feedback reviewed and analysed?

Daily/recltime

Reviewing

feedback




Processin

g
data

Feed into a Service Improvement
programme

Report o summary back to the
business

Feed it into o staff improvement/
training

Respond directly to survey
completions (ie. very positive
or vary negative)

Report all data back to the
business

Other (plau 58 specifﬂ

Mothing
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Which support channels L

dOYOI.I use? T T

“|telephone [ 98%| o iilllllllliiiiiiiiiiiiiiiiiiiioln

= |Emai B 903¢ | ool

“|self-service  EEG_—_— 76 I

Swakue 65 N L

seihelp NN 34% Doyouusethesamemethod |

Monltorlng Jivechar NN a7 and process to measure g

m u Iti p I e ot i ax Customer Satisfaction? o

~|Vvirtual Agent | 2% SREN

Channels

P PP P PP P B Yes S 00

PP B No o
::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::: [ | WEDF‘I"}FI"IGVEGHE ::::::::::::::

....................................................................... guppgrtchunnel




Transitionin
g from
S to

| Doyouhave aServiceLevel Agreement(SLA)

with your customers/organisation? PR,

S

Does your SLA include Customer Satisfaction? |

B ves
B No- and we don't measure it
B No- but we measure it




Benefits
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Examples

of Key
KPIs




Balanced

Scorecards




Balanced

Scorecards




Weighting |Performance Range | Average ' Balanced
Performance Score

Worst Best

25% 63% 89% 87% 92% 23%
'Average Call Wait Time A2 195 12 36 87% 22%
20% 52% 89% 72% 54% 11%
15% 12 2 6 60% 9%
10% 15% 5% 7% 80% 8%
5% 65% 90% 82% 68% 3%
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Takeaways
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Takeaways







Thanks for

listening!
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