Service Standards

To ensure that the customer experience is consistent across SKDC, it would like 1o infroduce service standards
for the corporate contact centra and each of its service areas.

Operational Standards
By implamanting operational service standards, wa will ba abla to

# Ensure ways of working which are focussed on delivering a positive experience lor our customars
& Improve customer satisfaction levels, reduce complaints and create a trusted customer comact procass
# Ensure our sialf have the tools available 1o them o achieve the bast level of customer service as possible

Performance Indicators
Wiz will monitor and raport on the follwing:

Where possible, stafiing levels will be reviewed to complement peak
acfivities

Where this is not reached, wa will review the available data to
understand whether the call was re-routed to a diffierent channel -
such as email, online or in person




