


Customer Service Intelligence
Enabling Customer Experience Quality 

Control for 30 years





Customer Service Quality

 High quality customer service is increasingly a key 
ingredient in acquiring and retaining customers.

 A typical customer will spend 67% more during months 30-36 of 
their relationship than in months 0-6.

 Customer Retention is Valuable:  
- The probability of selling to an existing customer is

60-70% vs 5-20% probability of selling to a new prospect.

 Only 4% of dissatisfied customers will typically 
complain.



Customer Retention Challenge

 Let’s look at the value of a Customer…
NOT a transaction

- Value of Customer at an average sale of 
$16,000  x 10 years = $160,000

- 10 lost customers x $160,000 = $1,600,000.

 $1,600,000 AT RISK EVERY YEAR if customer service 
quality is poor

 What is your company’s risk exposure?

 An average American business loses 15% of its 
customers annually

- 70% of customer losses typically due to poor 
customer service  (Poor service causes 10 of 
every 15 customers lost)



Customer Service Quality Control

CSI helps with QUALITY CONTROL through quick, focused 
customer feedback that enables you to:

Monitor service quality FROM THE EYES OF YOUR 
CUSTOMER to identify the source of any problems

Capture Golden Nuggets of opportunity from 
Customer Suggestions

Learn which employees are providing exceptional 
service (and which are not)

A five percent increase in customer retention can lead to an increase in 
profits between 25% and 95% 

Great Customer Service drives Customer Retention



2

CSI is Your Solution

 Can you afford not to invest in Customer Service Quality Control?

 Any reason why you shouldn’t give our program a try?

Service Follow Up Rentals
Sales Delivery Follow Up
Prospect Follow Up Storage
Retail Show Follow Up Slip holders

 CSI has programs geared toward your industry

6 Month Follow-up



How Do We Do This?

 In the following slides we will review the tools we’ve developed to 
help our customers manage service quality, which is one of the 
Key Drivers to a healthy and profitable business.

 CSI works with each customer to ensure an appropriate fit with 
management’s objectives and KPIs.



   

Your Step

Dealer Input 

Report Customer 
& Unit Information 
to CSI 

CSI Imports

Names are  
imported into CSI 
Callware Program

CSI Imports

Call information is documented on a Customer 
Report Card

HOTSHEET & WOW emailed twice daily

Monthly Recap Reporting

Customer Feedback

HOTSHEET Reports 
are High Priority or 
Informational 

WOW Reports are 
Praising staff 
comments 

Daily AlertsYour PartMonthly Reports

Status of all 
customers

Employee 
Performance

Report Trends

Follow up with Hot 
Sheet Customers

Praise staff for job 
well done

•Friendly, Professional CSR greets customer on your behalf
•1-5 questions asked
•Courtesy Message left on 1st attempt and final attempt
•6 attempts made
•Text or email survey sent on final attempt-branded with your logo and 
company name

The Phone Call

Overview of CSI Process



Customer Report Cards
Sent up to twice daily, when applicable.  

Non-Alert CRC’s: Sent monthly 

WOW Alerts: Praise or commentary about 
a specific employee, when mentioned by 
name by your customer.

HOT SHEETS: This can be a high priority 
request or simply informational.

WOW
ALERT

HOT
SHEET

Non - Alert 
CRC’s



What is a HOT SHEET?

 What are you currently doing to 
retain would-be lost customers?

 68% of customers will leave you because
they feel you are indifferent to them.

 Companies lose 70% of customers 
due to poor customer service.

 Anything that needs IMMEDIATE
attention/action.



What is a WOW?

 Other than annual raises, etc – how does  
your company identify staff members who  
perform exceptionally well?  How do you
practice regularly giving praise to      
employees for exceptional service or work?

 One industry study showed that the #1
complaint amongst staff members was
“Not Enough Focus on the Positive &
Too Much Focus on the Negative.”



Monthly Management Reports
(Measure)

We have all the tools you need to organize and track your customer data



Monthly Management Reports
(Measure)

CSI Rating
Track your Customer 

Satisfaction Index.

Suggestion 
Summary EPR

What’s missing? 

Gain insights from 
customer suggestions.

Employee Performance 
Report - used to 

manage your staff as 
well as ingrain Service 
Quality into company 

culture.

NPS
Empowers you to make 
more promoters within 

your customer base.



Customer Satisfaction Index

 81% of satisfied customers are 
more likely to do business with
you again if they have a positive   
experience.

 Do you know what your 
CSI Rating may be?

81%



 Companies with happy employees 
outperform the competition by 20%

 Happy employees experience 31%
higher productivity

 Happy employees are 19% more   
accurate at their tasks

Employee Performance



WOW Report

42%

Only 42% of employees are happy
with the rewards and recognition 
that their companies offer.

Do you have a weekly/monthly team
meeting in each department?  This
would be a great time to recognize
those individuals in front of the team.



Suggestion Summary

 Globally, 54% of all consumers say that 
they have higher customer service
expectations than they did just one year ago.

 What do you think your biggest issue/pain
is with your company, when it comes to the
customer experience?



Net Promoter Score (NPS)

With Social Media taking over, people can
now press a button and tell hundreds or
thousands of people about a bad
experience in an instant.

Referral leads convert 30% better than
leads generated from other marketing
channels and have a 16% higher lifetime
value.



 CSI Clients can resubmit corrected  
records to be recalled at no charge.

Call Report Summary

Displays any customer we were unable
to contact after 6 attempts and gives
the reason WHY we were unable to 
reach them.

 CSI will capture 50-80% contact ratios
by phone.



Fitting all the pieces together
Once you have the customer intelligence and the reports that 
are measuring your staff and internal processes, you can 
more effectively and efficiently manage your business and 
even influence its culture – all based on actual data.

The CSI Difference
(Manage)



You can use the CSI Dashboard to:

 Input new customers for CSI to call
 Track and resolve HOT SHEETS
 View all live data from your CSI

Program(s)
 Drill down and dive DEEP into your

CSI data
 ...and more!!!

CSI Client Dashboard
(Manage)



The Bottom Line
 Don’t view customers as a simple transaction, but as LIFE-LONG

VALUABLE CUSTOMERS

 Loyal customers generate terrific word-of-mouth advertising and powerful
referrals

 Every customer touch-point presents a gift of opportunity
 Assure the stories your customers tell about those touch-points are what

you want prospects to hear

 Referrals are earned by exceptional service
 Exceptional service produces life-long customers
 Life-long customers are your lifeline to a more profitable business
 CSI is your Partner to TAKE CONTROL OF CUSTOMER EXPERIENCE

QUALITY



CAPTURING THE CUSTOMER EXPERIENCE
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