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Measuring Customer Effort
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The Business Case for Effortless Customer Service
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What Leads to High Customer Effort?

Handovers Response Time Expectations
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How Do We Make Things Easier?

1. Align performance management with the customer 
experience 

2. Focus on the employee experience 

3. Clarity of what “Helping Customers” means 

4. Spend more time understanding customer needs

5. Demonstrate empathy 

6. Give customers clarity

7. Be knowledgeable

8. Guide customers to the best channel
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Top Tips

1. Keep language simple 

2. Don’t ask for repeat information

3. Use a knowledge base for FAQs

4. Don’t focus on Average Call Handling Time

5. Multi-skill your Advisors

6. Guide your customer through the process
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