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How might you measure the success of
Customer Service Training?

Net
Reduction of Customer e Net Repeat
customer satisfaction P promoter Business
complaints surveys score scores and
renewals
Appraisals/
recruitment
standards and
Seek feedback mg nlgn inst i
from internal . Sending
o o toams - o5 ’““"‘"" o e
supplies. g
The number of “N“;:“ people distribution department
errors/returns ;
Retention/
Do they y ickly absenteeism
ow qu
recognize ALL customer or
their internal
customers
internal and :::::: ::;
external addressed



How might you measure the success of Software Training?

R is the client
ec
purpose what . happy - their
has the :‘I m‘““ f; <42 expectations
Software? Y met? Numbers of
calls to
helpdesk -
before and
Confidence
expressed by after take up /
people - use of
Z’.E‘ﬁi“ u;u;:; before and software
been introduced to after?
the strategic and
FAB of the new
Software?
time
ta kar: t:‘ i’::“ﬂ;“ fewer
co tr: :k: e kil how ?ffectiraly . mistakes
people impleme
e pecple can how software and made/
and Measures to systems quality and
learn from best
el accuracy

experience.




How might you measure the success of
Communication Skills Training?

Objective: improving comms for leaders & managers
Qutcome: for company, team, individual

Action
learning
coif T groups Get feedback
from client - how focusing on from the end
assessments E:wfﬂﬂ;h back business user - i.e. who
scores / NPS! projects is impacted
Engagement
and positive
Observations change ;o) checklists
for senior
leaders
360
feedback
How many projects Su bjECtlvE
have been
s .
Cross-runc na
objective
measures



How might you measure -- mpactson
the success of Compliance @==-9 s rating.
Training? .__L!'___
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Measure instances -JF-
%E"‘?:":f" _T%_ Impact on
| other
W i factors, eg
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