ose
the loop

5 ways to resolve customer
issues + drive loyalty
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Cases
Notifications
All Flagged Cases [m

My Flagged Cases ™

Cases by Source

Total Cases
Contact Center
- Location Survey
Digital Contact Card
- Social Media

Resolution Status

P

A ngdionT o

Resolution Time

24

average hours

Q Search: Customer Info/Case D v

Cases

New

5/28/2019

4723 - Washington D.C.

Guest Recovery Case
& 9Hours Past Due

5/29/2019

6008 - Liverpool
Social Case
@ 18 Hours to Resolve

4723 - Washington D.C.

Guest Recovery Case
@ 30 Hours to Resolve

In Progress

@ Export  [3) Scripted Resp

Unresolved Resolved

48

cases

Sortby  Urgency

Location Si
Customer: Lettie Starkwe

Digital Contact

Customer: Rosina

Contact C
Customer: Alejandra Dou




Don't ask if you M 0P o
don’t intend to act

1in 3 will leave a brand they love
In order for your customer experience management (CEM) after one bad experience
program to have any real impact, you have to be open to
change. Brands with staying power are the ones that turn a
customer’s constructive criticism (or sometimes, just criticism)
into an opportunity to learn and do better next time. And the
most successful brands have a system in place to help them
identify those problems faster, respond immediately, and
provide a timely and painless resolution for their customers.

Why is this swift and seamless close-the-loop process so
important? Because problem resolution can have a profound
impact on a customer’s likelihood to return and recommend —
with 82% of customers reporting that having their issues
responded to quickly is the number one factor of a great
customer experience; and 1in 3 saying they’ll leave a brand
they love after one bad experiencer*

To survive the competitive landscape and reduce customer
churn, brands need a process that allows them to resolve
customer problems efficiently and effectively.

*Metrics for the Omnichannel Contact | ICMI | 2016
** Experience is everything: Here’s how to get it right | PwC | 2018
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You can't
afford to ignore
customer issues

Impacting loyalty through follow-up

1%
) o increase
Resolving customer issues has a big impact 34% v
on your business, so when a customer . o
INCrease
provides feedback on a negative experience, v
you have to respond fast. Customer loyalty )
improves with each milestone—from being
contacted, to having the problem resolved,
to being highly satisfied with the resolution
they received—so you have the opportunity
to increase loyalty by providing a timely and % of respondents
thorough response to their problem. who will visit
same/more often % % %
in future 48 . 74 . 90 ’
Contacted

Problem
Resolved @

you have to act—now. Highly Satisfied
with Contact @ @

When it comes to customer issues,

©Service Management Group | Confidential | All rights reserved 3/



What's inside

An effective and efficient closed-loop process requires

a committed effort by your organization. The good news
is it’s now easier than ever to empower your teams with
tools to resolve customer issues and drive brand loyalty.

In this guide, we’ll share how best-in-class
case management technology helps you:

Listen to Customize your Respond
customers across program to fit the immediately smg360
all channels needs of your to customers N ...

organization in-platform W Notitcations .

Create front-line
impact with
customer recovery
communication

Cases by Source

417 Total Cases New

5/28/2019

Keep track of
progress with goal-
oriented resolution

—

93 Contact Center
2 4723 - Washington D.C.
Location Survey Guest Recovery Case
X 9Hours Past Due

5/29/2019

54 Social Media 6008 - Liverpool

Njo

Social Case
@ 18 Hours to Resolve

Resolution Status

4723 - Washington D.C.
Guest Recovery Case
© 30 Hours to Resolve

In Progress
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1 ) Listen to customers
across all channels

K \
Notifications Resolution Time Escalated Unresolved Resolved S H 2
ometimes a customer's comment
24 21 157 48 ) i )
AllFlagged Cases ™ average hours cases cases cases doesn t requlre fO”OW—up but IS a
Cases by Source Q Search: Customer Info/Case ID v Sortby  Urgency v gOOd plece Of |nformat|on tO Share

. with your team. When a customer
417 highlights exceptional service

New
SRR Contact center that you should celebrate or
5/28/2019 . .
provides a non-urgent suggestion
92 Location Survey 4723 - Washington D.C. Location Survey , )
Guest Recovery Case Customer: Lettie Starkweather that dOGSﬂ t me”t COﬂtaCt, Seﬂd

& 9 Hours Past Due

these comments out as an FY|
54 Social Media 6008 - Liverpool Digital Contact Card SO yogr team Cal:] Stay N the |Oop
Social Case Customer: Rosina Sama even |f they dOﬂ t need to take
@ 18 Hours to Resolve . . q

immediate action.

78 Digital Contact Card
5/29/2019

Resolution Status

“ 4723 - Washington D.C. Contact Center
. Guest Recovery Case Customer: Alejandra Doughtie
QAL © 30 Hours to Resolve

Customer issues aren’t restricted to or issues with online ordering—you
any one channel—and your ability to need an all-inclusive, multi-sourced ’ ) _
respond efficiently and effectively is hub of customer feedback, so you can Don't try to juggle customer complaints

. . o : , from multiple channels—streamline
critical no matter the source. Whether it’s  streamline issues and identify common P

a comment on your website, complaints themes across the business.
captured through your contact center,

all the information you need into one
centralized dashboard.

©Service Management Group | Confidential | All rights reserved




C u StO m ize yo u r Cl Osed —| O O p There is no one-size-fits-all when

it comes to implementing a closed-
p rog ra m .to flt th e n eedS loop system. The process looks

different for companies of varying

sizes and structure. That’s why

Of yO u r O rg a n |Zat| O n you need case management

technology that offers flexibility

and provides options.

Do you want a more controlled,
centralized response system or a
more flexible, distributed method?
Or maybe a combination of both?

Centralized Distributed Combo
2 7 % 4 4 % 2 9 % Don’t get box.ed into aj cc?okle—
cutter plan. Find what’s right for
you and makes the most sense
for your business.
BENEFITS BENEFITS BENEFITS

An effective close-the-loop process should
be customized to your organization’s needs
and put you in control of how you’re going
to resolve customer issues.




3

Respond immediately
to customers in-platform

Not only do you need the details on
the current issue, but with case history

Case management provides you with capabilities, you'll have access to that

Resolution Method Please select at least one tag.

in-platform capabilities, which is key to a € customer’s past case interactions for
seamless resolution process. Responding Hide Togs £ 3 Hours Past Due a holistic view of their experience
from one platform makes communication Why Not Highly Satisfied with your brand. By getting the full
. . ) E{ Select applicable Scr “I have been a customer for a long time. Therg . . .
Wlth yOUI’ customer easler, so yOU aren’t every possible problem on a regular basis, su{ pICJ[UI'e befOI'e yOU _]Ump In, yOU’” be
. . . . Low Satisfaction taking too long to process, transactions resulf]
wasting precious time. Instead of opening B dropped payment attempts, and customer se armed with helpful information such
. . . . here is anissue. | would not recommend to an
new browsers, navigating multiple sites, = Customer Email Add as what issues that customer has
i 1 i BettySmith@email.com .
'09_9'”9 in, and referencing Compa”Y had before and what actions were
guideline standards before responding, #  Sublect )
o ] } ) previously taken.
you’re just one click from contacting your Silibwsiogs
customer and that much closer to resolving — It's best to go into a situation with all
.. Dear [[CUSTOMER NAME]], . . .
their issue. the information—use case history to

Thank you for taking the time to provide us with your feedback.

see a customer’s previous interactions

i i | am sorry to hear that [[DETAILS FROM CUSTOMER]] We do not t§ q
HaV|ng a SyStematIC CUStomer issues lightly and would love to have the opportunity to make this ri Wlth your bra nd and move forwal’d
recove ry process in place_with bu”t_in feel free to reach out to me directly by replying to this email or calli

[[PHONE NUMBER]]. with @ more strategic plan.

accountability—is critical to brand image
and customer loyalty. In-platform perks like

Your feedback wi

. Sincerely, = P
response templates and case tracking help O Forward ® Reassignment
drive consistent, on-brand messaging and Shrdns @ ReessignTo
. e . Regional Director
create a unified front in customer recovery. John Miller Signat|

Details

[T I AR mm———_  \\/ hcn customers need to be contacted,
ity it should happen immediately. An in-platform
response system makes that communication

ABC Financial
abcfinancial.com | 555.323.7381

StatUS: New

quick, consistent, and transparent.
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@ Export @ Scripted Responses

Resolution Time Escalated Unresolved Resolved

24 21 157 48

average hours cases cases cases

New

5/28/2019

4723 - Washington D.C. Location Survey

4 ) Keep track of progress e

5/29/2019

with goal-oriented resolution RiEsEs e

@ 18 Hours to Resolve

4723 - Washington D.C. Contact Center
Guest Recovery Case Customer: Alejandra Doughtie
© 30 Hours to Resolve

In Progress

R/21/2010

We mentioned you're up against the clock And if it’'s necessary to reassign the case,

when it comes to resolving customer issues. it should be simple to switch. Re-route the

In fact, it’s best practice to resolve a problem resolution where it needs to go quickly (i.e., If a customer took the time

within 24-48 hours of being contacted. reassign to a location manager if a problem to provide you with feedback,

In order to stay on-goal, all conversations has escalated or re-route the alert if it went they’re expecting you to do the
needs to be tracked through a case to the wrong location). That way the case same. Time-to-resolve metrics
management platform, so you can keep an is always in the right hands. provide the accountability your
eye on progress and see it through to final team needs for a quick resolution.

resolution. Time-to-resolve metrics help you
and your team stay on track to be sure each
case is being resolved promptly.

©Service Management Group | Confidential | All rights reserved 8/



Create front-line
impact with customer
recovery communication

Upgraded Tools

3 i

Dashboard Pod

» Reports on the number
of days a restaurant has
gone without a problem
Includes problems
reported to Customer
Care Center

33

v

s 3 0% % %8 3§ 3§

Obviously the main benefit of successfully
resolving a customer issue is pleasing
the customer. But a secondary perk is
that case management also provides
transparency into your service recovery
efforts. This gives you a clearer picture
of where you are succeeding and where
your efforts should be directed. Does
your team need to work on quicker

smg

Winning Streak @

IOl 5/V/2019-5/31/2019

Experienced a Problem OSAT Tret

Current Streak Longest Streak

o 32 179

Days since last Days without a
Problem Occurred Problem

**Indicates the restaurant has not met contact eligibility requirements

response times? Or is there a gap in
communication where actions are falling
through the cracks?

Use case management reporting to pull
stats to share with your team and drive
engagement across your organization.
Take this opportunity to learn from
successes and shortcomings, and

drum up excitement to improve.

©Service Management Group | Confidential | All rights reserved

Don't keep your field team in the
dark—the best way to keep them
motivated is to shed light on the
tangible, day-to-day impact of an
efficient close-the-loop process.
Create splash pages, infographics,
or monthly newsletters to keep
everyone up-to-speed on customer

recovery efforts.

Case management doesn’t just help

you resolve customer issues—it provides
systematic insights on how to improve
your close-the-loop process.




Your CEM program:

with case management vs. without

With case management

©

©

©

©

Access to an all-inclusive,
multi-sourced hub
of customer feedback

In-platform response

that provides quick,
consistent, and transparent
communication

Customizable programs
with varying levels of
executive control

A holistic view of the
customer journey with
case history

©

©

©

Time-to-resolve metrics
that promote accountability
within your team

Systematic insights on how
to improve your close-the-
loop process

Best-in-class features
like tagging, reassigning,
side-by-side reporting,
and on-page filtering

Loyal customers who are

likely to return + recommend

your brand

©Service Management Group | Confidential | All rights reserved

S

S

O O O

Wasted time with an inability
to automate or streamline
customer complaints

A cookie-cutter system that
lacks flexibility to fit your
organization’s needs

Off-brand messaging +
poor correspondence

No visibility into what worked/didn’t
work in customer recovery efforts

Loss of customer loyalty to
a competitor with stronger
closed-loop capabilities

10/1



Say hello to case management
or risk saying goodbye to
customer loyalty

Customers have more options than problems can actually be a really
ever and their expectations are sky- great opportunity to gain customer
high. You need to provide them with loyalty. It just takes the right tools and
exemplary service each and every an air-tight close-the-loop strategy.

time they interact with your brand.
But we understand—sometimes
things can go wrong.

What strategy do you have in place
to set your brand up for successful
guest recovery? If you're interested in
The good news is 84% of customers how closed-loop capabilities can help
who are highly satisfied with you change the way you do business,
problem resolution express a high contact us today for a demo.
likelihood to return to the business

where the issue occurred—meaning

For more on SMG case
management and how to
build stronger customer
relationships, watch the video.

About Service Management Group smg.com

SMG inspires experiences that improve people’s lives. We are a catalyst for change, providing actionable Connect with us in : f -y service
customer, patient, and employee insights that boost loyalty and drive business outcomes. Our unique ma ﬂagement
: : i : Kansas City: 1.800.764.0439
model puts a dual focus on platform technology and professional services—making it easier to collect, ®
London: +44 (0)20 3463 0700 group

analyze, and share feedback and behavioral data across the enterprise. To learn more about our customer

experience management, employee experience, and brand research solutions, visit www.smg.com. Tokyo: +8 (1)03 4580 2700
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https://www.smg.com/
https://www.smg.com/
https://twitter.com/SMGCustomerSat
https://www.facebook.com/ServiceManagementGroup
https://www.linkedin.com/company/service-management-group/
https://www.smg.com/
https://www.smg.com/request-a-demo
https://www.smg.com/resources/detail/case-management-video

