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Ask an Expert
Nancy Lewis - Executive Vice President, Client Services, Virtual-Agent

Services On Customer Satisfaction

Do you believe the “industry™ is doing a better job at
keeping customers satisfied compared to say 5 years ago?

The indusiry as a whole is focusing on the customer care
function through identifying the customer's needs and looking
for the necessary enhancements to prowvide executves with
feedback from their customers in order to proactively mest those
needs. We keep pushing the vendors of CRM systems, slaff
planning and forecasting, automated reporting, web based
programs for communication, ViolP, online chat, CTl and all for
the best interest of our customers. In this respect, we are doing
a better job at keeping customers satisfied. The remaining
problem, however, that has been consistent over the last the five
years and even longer is available workforce. All too often
companies locate their centers in areas where there is a steady
demand for human resources and the battle for labor results in

higher costs and turmnover. This altntion results in a workforce EVP Of m?;ﬂ['g’;h::;
where agents lack expenence and ongoing training is required Virtual-Agent Services

in order to enhance their skills so that the company can take
customer semvice excellence fo the next level.

All of this results in desperate attempts to folow the geographical trends in order to solve our
labor problems when, in actuality, practitioners should be looking for @ more comprehensive
solution.

What do you view as the biggest area for improvement in the industry when looking at
customer satisfaction?

As the customer care industry evolves, we are seeing a need to transition from a reactive
emaronment to that of a proactve focus where the customer's needs are anticipated and the
solutions are made available in order to enhance the service. Companies thal include
continuous process improvement in their corporate vision understand that this will be an
important step in their goals for the future.



What 3 tips would you give a contact center manager looking at implementing customer
satisfaction measures for the first time?

s Cloarly identily who the cuslomer(s) are in your environmenl and accuralely
communicate your findings through all kevets within your company.

+ Understand the goals of your custormers and their expectations of your company. Set
realistic goals thal can ba accomplished in a progressive nalure so thal you have short
term, intermediate, and long term action ems 1o accomplish. Performance planning is a
vary important step in your quality assurance program; you will find that your customers
will be enthusiastic advocabes as the outcome will only enhance their expenence.

« Continuous process mmprovameant should akiays be used to measure how you are doing,
Sel key performance indicators (KPIs) that will assist vou in walching your effors
improve and, wice varsa, irgger an imlervantion should they fall behind. A sound reporting
ﬂn_l:l‘:rg of your KFIs will prove fo be your best asset when evaluating your customer
sahstachon

Which of the following do you feel has the greatest impact on customer service
improvements: people, process, or technology and why?

Cusiomer senvice providers in any business secior must start with a solid workforce that has
been screened for customer senvice excellence. The lack of soff skills lo nurture the company’s
goals of taking customer excedence to the next level will in itself diminish the success of al other
inifiatives. Most companies today have sirong quality assurance programs which also support
confinuous improvement, bul policies alone will not develop an agent emdronment that achieves
the high kevels of customer senice axcelence thal are expected todey. The representathes on
the front ling, the very same peopl: that have the responsibility of meeting your customers for
the first time, must heve a strong and natural abity 1o look after your customers and have the
desire o go that exra mile you require. A corporate focus fo improve process, provide
enhanced parformance software, or the best technology with al the bells and whistles that are
avaiiabie 1oday, will not help you if you don't have thi Nght peophs ANSWNng your phones.

Thinking realistically, do you believe customer service excellence is an attainable goal for
most organizations?

Baing that we are in the busingss of cuslomer satisfaction, excellence should be the focus for
evary company in our industry. The key o reach this goal is for each company to understand
its customers and their specific needs 5o thal vou can proactively cater to those requirements,
IT a company requires outside assistance, there are many good onganizations whose core
compadency s 1o assist with quality assurance melncs ensunng they ane baing mat and that
there is a clear understanding of each metric. This prondes an unbiased view of the
organizations progress at all kevels. With realistic goals, a plan for attaining those results, and
company wide communication of that plan, customer service sxcellence is most definitely
attainable, keeping in mind thal the road may be longar for some companies depanding on the
level of customer satisfaction reached foday.

About Nancy Lewis :

Hancy Lewis is the Executive Vice President of Clent Serices for Virdual-Agenl Services and is
rasponsible for all chent relations. Nancy has been with VAS since its incorporation in 1999 and
led the implemantation of the quality assurance program which has contnbuted to great success
of the arganization

About Virtual-Agent Services :

Virtlual-Agent Senvices is a provider of contact cenler solutions for today's demanding customer
care indusiry. Providing a variety of suppor oplions including inbound sales and customer
sanice, customer account maintenance, cradit management and resarvations, VAS sanices a
vanety of indusiries and high profile chents.
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