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SERVICE 800

• s

• Global leader in creating, collecting and managing strategic customer 
experience programs. Established in 1989 (30 years experience).

• Daily operation in 30 languages.  Clients around the globe. 

• Based in Minneapolis, MN.

• Providing configurable & highly actionable customer feedback

• 120+ clients. Supporting over 400 client programs



Purpose of Customer Experience 
Feedback Programs

• Ensure that your company delivers on its brand promise. 

• Identify true customer needs and expectations - through the voice 
of the customer…

• Isolate areas of opportunity to improve customer experience, 
product and/or service delivery. 



How can Customer 
Experience Feedback 
benefit HR?



Client Stories

Business issue:
• Anecdotal feedback from employees “ not 
providing good service”

• Started initiatives the customer did not 
want

Results:
• Feedback from Customers provided the right 

direction 
• Provided fruitful outcome –increase 

retention from 60% to 92% 



Client Stories

Business issue:
• Service team Employee survey participation 

very low
• Not tied directly to them

Focus Change:
• Focused on their role

• How well were they equipped?
• View of what’s import to customer? 

Outcome:
• Gap –important to customer

• Trained to close gaps
• Keep & grow where aligned 
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DON’T KNOW WHAT’S IMPORTANT TO CUSTOMERS



What Customer Feedback Exposes 

• Issues with skills
• Lack of tools to solve customer problems
• Policies creating barriers 
• Communication or coordination issues 

between departments
• Differences in feedback by department



HR & Employee Excellence

Effective & High Quality Customer Interactions

Employee ExcellenceCustomer feedback

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwj0juOe5f3fAhWLo4MKHX57DEgQjRx6BAgBEAU&url=http://chittagongit.com/icon/customer-icon-2.html&psig=AOvVaw0ETAiSMddENfJFayeVrRWV&ust=1548122855571279
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwj0juOe5f3fAhWLo4MKHX57DEgQjRx6BAgBEAU&url=http://chittagongit.com/icon/customer-icon-2.html&psig=AOvVaw0ETAiSMddENfJFayeVrRWV&ust=1548122855571279


Getting Started 

• Connect with the departments gathering feedback

• Learn what is measured
• Ratings, customer comments, phone recordings? 

• Tie customer feedback to employee training and 
onboarding

• Get looped into the feedback process
• Automated alert system – can you be added? 
• Custom alert to your needs?



How could your 
organization use 
SERVICE 800?
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