ensulting case study

Leading Travel and Leisure Company — Customer Experience Audit Targets

Individual Agent Improvement

Client Objectives

Our client is a FTSE 100 listed travel and leisure company who provide services
to leisure and business travellers in the United Kingdom and internationally. The
customer management department within the organisation is committed to
continually improving the experience the customer has of contacting them
through their key touchpoints, one of which is the contact centre, and had
developed an idealised customer experience model based on the results of
customer research. The client approached maia consulting to regularly monitor
their contact centre performance against this model.

maia’s approach

maia consulting set up a quality audit programme to measure the contact
centre’s performance on a quarterly basis. The audit programme provides the
following key features and benefits;

Assessment of real customer interactions provided as .wav audio files,
enabling feedback on the actual customer experience

The option to make simulated ‘mystery shopper’ enquiries to allow our
client to measure particular scenarios and training effectiveness

Individual quantitative and qualitative agent analysis and team
performance analysis

Verbatim commentary from assessors on call quality

Overall service performance analysis

Quarter by quarter trend analysis

Full management report with commentary

Presentation of results to management team including question and
answer session
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The Results

The customer experience audit has become a key part of our client’'s continuous
improvement programme.

Quarter by quarter service improvements through recommendations

Individual agent performance improvement in key areas of the customer
experience

Report used to reward top performers with incentives for customer service

If you would like to talk to us about how we can help your business, we would
love to hear from you. You can contact us on contactus@maiagroup.co.uk,
telephone us on 0870 7744220, or visit our website at www.maiagroup.co.uk
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