Is Your Customer Satisfaction and

Service Delivery Meeting Expectations?

Customer Satisfaction Checklist

Delivering exceptional service and ensuring customer satisfaction are key to long-term business success. Use this checklist to
evaluate and enhance your service quality, responsiveness, and overall customer experience.

1. Customer Onboarding & Expectation Setting

V' Provide a clear outline of services, deliverables, and timelines.

V' Set realistic expectations regarding response times and support availability.
v Assign a dedicated account manager or point of contact.

V' Deliver comprehensive training or documentation on services and tools.

v Conduct a follow-up check-in after onboarding to address initial concerns.

2. Service Quality & Performance

Regularly assess service performance against agreed-upon standards.

Implement quality assurance measures to ensure consistency.

Monitor key performance indicators (KPIs) such as uptime, response time, and resolution rates.
Use customer feedback and analytics to drive service improvements.

C<CCK KL

Continuously evaluate and update processes to align with industry best practices.
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Customer Support & Communication

Offer multiple support channels (phone, email, chat, portal) for accessibility.

Ensure response and resolution times meet or exceed service level agreements (SLAs).
Maintain clear, professional, and proactive communication with customers.

Implement a ticketing system to track issues and prevent delays.
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Regularly review support interactions for quality and training purposes.
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Feedback & Continuous Improvement

Conduct regular customer satisfaction surveys (e.g., CSAT, NPS).
Monitor online reviews and social media for customer sentiment.
Actively address and resolve recurring pain points in service delivery.

Involve customers in beta testing or feedback loops for new features.
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Recognize and reward customer loyalty with special programs or incentives.

Proactive Relationship Management
Schedule periodic check-ins to understand evolving customer needs.

Offer personalized solutions based on customer usage and preferences.
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v Provide value-added insights or recommendations beyond basic service.
v

v Keep customers informed about updates, changes, and new offerings.
v

Demonstrate commitment to long-term partnership through proactive engagement.

Issue Resolution & Escalation Management

Establish a clear escalation process for critical issues.
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V' Ensure difficult cases are handled with urgency and transparency.

v Train employees to manage customer concerns with empathy and professionalism.
v

Follow up after issue resolution to confirm customer satisfaction.
v Document recurring issues to identify patterns and prevent future problems.

By following this checklist, you can enhance service delivery, improve customer satisfaction, and foster long-term relation-

ships. Consistent evaluation and refinement of processes will help ensure a positive and reliable customer experience. Reach
out today!
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