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CASE STUDY
CHANGING ENTERPRISE SITUATIONS - KNOWING WHAT

MEASURING SERVICE QUALITY

Quality of service remains a central factor of success for service enter-
prises. It becomes even more important when it is reported directly to the
customer.

Industry: Financial services - Cooperation

The customer's problem

In the scope of a cooperation, the customer had contractually agreed to maintain the quality of
cooperation at a mutually agreed level. However, the customer lacked a measuring instrument
capable of generating the required key performance indicator.

Theoretical principles
Quality of service is a critical factor for success in banking.' This necessitates consistent
quality of service management on three levels:

e Recruiting and training qualified staff

e Standardization of service process organization

e Quality controlling
Quality must always be evaluated from the customer's viewpoint.?
Against the background briefly described here, effex's task was to establish a tool to measure
the staff's quality of service.

Practical implementation

The development and implementation of an online tool by effex allowed uncomplicated
measurement of service quality customer side. Based on a suggestion by effex, the customer
survey was at the same time used to acquire other strategically relevant information. The
figures were also used by effex to provide evaluations to management that served as a basis
for activity-oriented management.
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Impact

Measuring quality of service proved valuable in the following areas:

feedback meetings (example).

Excerpt from feedback example for Mr. XY

Continuous, contemporary measurement of quality of service;
Management reporting with additional, strategically relevant information;
Detailed evaluations for individual customer advisors, which are integrated

into

Statements

1 Das vom Kundenberater abgegebene Material ist
versténdlich aufbereitet.

2 Der Kundenberater ist in der Lage, mir das jeweils
geschulte Thema versténdlich zu erklaren.

3 Der Kundenberater gestaltet den Termin sehr effizient.

4 Der Kundenberater ist gut auf den Termin vorbereitet.

5 Der Kundenberater ist darauf bedacht, meine
Bedirfnisse zu erkennen.

6 Der Kundenberater steht fur mich jederzeit als
Ansprechpartner zur Verfugung.

7 Der Kundenberater kann alle meine Fragen kompetent
beantworten.

. Der Kundenberater nimmt meine Anliegen / Probleme

ernst.

9

Dimensionen Servicequalitat
Materielles Umfeld

[0 Verlasslichkeit
Reaktionsbereitschaft
Leistungskompetenz
Einfuhlungsvermdgen
Gesamtzufriedenheit

Anteil der Gesamturteile > 4 = 86%

Stimme ich Stimme ich
Uberhaupt nicht zu voll und
ganz zu

1 2 3 4 5 6 7

aktueller Mittelwert Kundenberater
langfristiger Mittelwert Kundenberater
Wertebereich

aktueller Mittelwert aller Kundenberater
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