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BEST PRACTICE PROCESS

Lessons

What lessons have
been learned;

what would you
do again; what

would you not
do again; what would

you do differently
and why?

Testing

Did you test/trial
changes prior

to roll-out;

if so
how did you

do this and over
what period

Attributables

What evidence supports
the view that improvements

are attributable to this
change programme

Change

How change need
was identified?
What changes

against what priorities?

What change
management

is now in place?

People and
Structure

Structure before; Why change; What
changed

Structure now & +/-
What to do differently & why

Handling expectations - what & how;

Dealing with status, empires & silos -
how; Channels separately or
collectively; staff attitudes &

motivations, needs & wants - before
and after; attrition levels before &

after; culture before & after

Rewards

Payment & Reward mechanisms
before & after

Impact of rewards on change - and
benefits

Competencies

Skill sets & competencies before
and after; how to approach re-

skilling and training; how to upskill

How to accommodate different
needs going forward (e.g. hone v
e-mail v simple v complex, etc.)

Benchmarking

Have you been involved in a similar
benchmarking/best practice exercise

to this one? If so what

was the process, who were the
participants, when did it take place

and what were the outputs.

Competitor

Who are your competitors now
versus who they were

- and why the difference

Sales

Is there any impact/has there been
any impact on product penetration

rates, etc.; is there any evidence of
improved retention/loyalty, lower

churn rates, etc.

Customer & Ops

How were first second and third line
handled, organised and escalated; how
are they handled and escalated now.

How are complaints measured; what is
percentage of

first time fixes now versus then;

customer expectations, comparators
and actual ratings of service
experiences before and after;

measured by what; active customer
voice before and after; links of cust sat
with staff rewards, company success,

etc

Systems

What systems were in place and what
systems are now in place; what

technology enablers were in place and
are now in place; how are different

access routes handled

and by what group of competencies;
how is impact of systems on contact

volumes, durations, reason, etc.
measured; any ROI parameters - if so

what

Knowledge

How was information used by
whom, when and for what

purpose; how is it used now, for
what purpose and by whom; is it
more global/real-time now; MI

needs and

how they have been met; how is
knowledge used - difference in
propensity to buy, reduction in

churn, etc.

Metrics

Measures, SLAs, KPIs,
performance and metrics

before the change

programme and after - benefits,
attitudinal changes needed, etc.

Process

When were processes mapped and
changed; how were they mapped

and changed; how were key
processes identified; do you

subscribe to the 'moments of truth';
is a customer lifecycle employed;

what structure was used to map
processes; what relationships do
the processes mapped have to

systems and people and customers;
how far are the mapped processes
still in use today; what mechanisms

are in place for continual review
and update

Financials

What were the fiscal expectations,
if any, of best practice or major

change initiatives; who set these;
were they met and by whom and in

what timeframe

Customer
Experience

Customer
Experience

Customer
Experience
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Benchmarking where your business stands with regard to a range of focused measures, metrics, working practices, attitudes, or 
whatever, is a relatively common business practice.  Because of our experience across a range of market sectors we are often in 
a strong position to ensure the right comparisons are made with the right providers.  Often, whilst benchmarking your own market 
sector produces some interesting results and some clear goals, it is more often than not good practice to involve, if possible, other 
industry sectors and learn from their experiences. 
 
Coalesce Consulting have worked with several organisations in the design, implementation, analysis and feedback of clear action 
plans for change as a result of customer service/contact sector benchmarking (including key performance metrics), or best 
practice surveys and face-to-face interviews with like-minded service providers.  
 
The diagram below shows a process which was put into place for a large service provider who was looking to establish what other 
peer companies (mostly out of sector) had done to identify, implement and measure results of recent change programmes in the 
area of technical customer service delivery.  This work helped in the development of a major initiative around different ways of 
working within our client: 


