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CourseIntroduction / Overview:

In the modern business landscape, customer serviceis no longer just a cost center; it isavital source of data
and a powerful driver of growth. This Driving Business Improvement Through Customer Feedback Training
Course is designed to transform the way organizations approach customer interactions. This program, offered
by BIG BEN Training Center, moves beyond traditional support skillsto focus on the strategic value of
every customer conversation and data point. We will explore how to use feedback to identify trends, pinpoint
areas for improvement, and inform business decisions. The curriculum draws on the work of academics like
Frederick Reichheld, aleading authority on customer loyalty and the creator of the Net Promoter Score
(NPS), akey concept in hisinfluential book, "The Ultimate Question 2.0." This course provides a
comprehensive framework for collecting, analyzing, and acting on customer feedback. Participants will learn
how to set up effective feedback loops, interpret key customer metrics like customer satisfaction (CSAT) and
Customer Effort Score (CES), and translate data into actionable insights for the entire organization. By
mastering these skills, you will be able to not only solve individual customer problems but also contribute to
lasting operational improvements. This program is a deep dive into the strategic side of customer service,
empowering professionals to turn feedback into a competitive advantage.

Target Audience/ Thistraining courseis suitablefor:
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Customer service managers and team leaders.

Data analysts and business intelligence professionals.

Quality assurance specialists.

Operations managers.

Product managers and developers.

Anyone involved in collecting or using customer feedback.

Target Sectorsand Industries:

e Technology and software.

Retail and e-commerce.

Telecommunications.

Financial services.

Healthcare.

Government agencies and public service organizations.

Hospitality.

Target Organizations Departments:

e Customer Service.

Data Analytics and Business Intelligence.

Operations.

Product Management.

Quality Assurance.

Marketing and Sales.

Cour se Offerings:

By the end of this course, the participants will have able to:
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Establish effective customer feedback collection systems.

Analyze customer satisfaction data and key metrics.

Identify recurring issues and pain points in the customer journey.

Translate customer insights into actionable business strategies.

Measure the impact of service improvements on customer loyalty.

Use feedback to inform product development and operational changes.

Create afeedback loop that involves multiple departments.

Present data-driven insights to senior management.

Course M ethodology:

This training course uses a highly practical and data-driven methodology to ensure that participants not only
understand concepts but can also apply them effectively. The program is built around hands-on case studies
where participants will analyze real customer feedback datasets and identify trends and patterns. We will use
interactive sessions to work through the process of trandating raw data into actionable insights. Participants
will engage in group exercises focused on creating feedback loops, from designing effective surveysto
building communication plans for sharing results with other departments. BIG BEN Training Center’s
approach includes a mix of lectures on core concepts and practical workshops where participants will get to
use tools and techniques for data analysis. The course also features feedback sessions, allowing participants
to share their findings and receive guidance on how to refine their analytical and communication skills. This
methodology ensures that the knowledge gained isimmediately applicable, enabling participants to return to
their organizations ready to drive meaningful, data-backed improvements.
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Course Agenda (Cour se Units):

Unit One: Foundations of Data-Driven Customer Service

The strategic importance of customer feedback.

Key customer satisfaction metrics (CSAT, NPS, CES).
Setting up feedback collection channels.

Using surveys, social media, and direct feedback.

Ethical considerations in data collection.

Unit Two: Analyzing Customer Feedback

Qualitative vs. quantitative feedback.

Using datato identify customer pain points.
Techniques for sentiment analysis.

Identifying trends and patternsin customer data.

Creating clear and compelling data visualizations.

Unit Three: Tranglating Insightsinto Action

Unit Four: Driving Operational and Product | mprovements

Connecting customer feedback to business goals.
Prioritizing improvements based on data.

Creating afeedback loop for different departments.
Communicating insights effectively to stakeholders.

Building a business case for change.

Using feedback to inform product roadmaps.
Improving internal processes based on customer data.
Implementing and measuring the impact of changes.
Therole of customer service in quality assurance.

Collaborating across teams to drive improvement.
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Unit Five: Building a Customer-Centric Culture

e Establishing a company-wide feedback culture.

Training teams on the value of feedback.

Celebrating data-driven successes.

Maintaining a continuous cycle of improvement.

Leadership'srole in a data-driven service model.

FAQ:

Qualificationsrequired for registering to this cour se?

There are no requirements.

How long is each daily session, and what isthe total number of training hoursfor the
cour se?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and
interactive activities, bringing the total duration to 20 - 25 training hours.

Something to think about:

In an eraof big data, how can a customer service professional leverage qualitative customer feedback to
drive quantitative business results and improve organizational processes?

What unique qualities does this cour se offer compar ed to other
cour ses?
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Thistraining course is unique because it shifts the focus from simply providing customer serviceto

improving the business with it. While many programs teach frontline skills, this course is designed for
professionals who want to understand the strategic value of every customer interaction. We move beyond
basic communication techniques to provide a deep dive into data analytics, showing how to transform
customer feedback into actionable insights. The program is distinctive in its use of real-world data analysis,
allowing participants to work with datasets and practice identifying trends, which is a skill many other
courses do not provide. The curriculum isinformed by academic frameworks and proven business models,
such as the Net Promoter Score, ensuring that the knowledge gained is both scientifically sound and
practically useful. By focusing on the intersection of customer experience and data-driven decision-making,
this course empowers participants to become key strategic assets within their organizations. It isthe ideal
program for anyone who wants to not only solve customer problems but also use those experiencesto drive
continuous improvement and business growth.
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