Transforming your
complaints outcomes

At Sigma Connected, we have a tried-and-tested complaints methodology, designed
to improve the customer experience, encourage retention, reduce demand on your call
centres, meet your industry regulations, and add to your overall profitability. You can

pick which areas of our complaints offering you need, or let us restructure and manage
your entire process from beginning to end.

Incoming customer
complaint

Non-voice complaints Voice complaints

o Letter, social media, email, Frontline support
and web functions

. . o For straightforward complaints
o Analyse complaints to categorise Complaint

into straightforward and complex © Aim for at least 90% resolution

resolved at first point of contact

Identify the enquiry is an expression
of dissatisfaction

o Straightforward complaints
fed back into main flow

© Complex complains fed into ) .
the specialist resolutions team Prevent complaints escalation
Empathic customer service agents

supported by policy and procedures

Backed-up by comprehensive

. knowledge management tools
Straightforward & :

End to end complaint

o Empathic customer service agents management system

supported by policy and procedures

© Backed-up by comprehensive
knowledge management tools

o End to end complaint
management system

Customer doesn’t
agree with outcome

Agent needs
more help

Manager escalation

o Customer unhappy with
resolution or support required

o Live transfer

Second line support

o Specialist resource for
complex complaints
o Real-time support for the frontline

o Advice given to original complaint owner

o Agent completes call with customer

o If complex, ownership transfers
to the specialist resolutions team

Complex complaint
needs deeper investigation

Specialist resolutions team

o Complex problem-solving C Laint
omplain

o Access to subject matter experts within the business
resolved

o Ownership of the customer contact
o Customer recognises complaint is fully resolved

Analytics and insight Continuous development of team

Underpinning our o Root cause analysis o Making individual development

o Continuous improvement recommendations

complaints process: and problem-solving o Fostering a culture of coaching

o Automation of and achievement
routine tasks © Improving customer outcomes

Why Sigma Connected? Our empathetic approach

Our approach is built on customer care, so no matter the
complaint, each customer is always treated with respect
and we listen carefully. Our teams are recruited because
they’re problem-solvers who want to go the extra mile
for customers, always ensuring matters are resolved
for the benefit of the customer and the client.

We understand key industries and heavily regulated
markets — as well as the needs of customers within these
markets. We work flexibility to scale resources up and
down to manage your busiest periods, so there’s no need

for large-scale internal hiring to keep up with demand. .
We foster a culture of continuous development

to keep peoples’ skillsets up-to-date.

Putting data at the

heart of the process Expert analytics

We use data to inform best practice throughout the Because we provide Ml together with analytics,
complaints process, making tailored recommendations we can better pinpoint and resolve key customer
to reduce complaints handling time without compromise pain points within your operations.
to customer service and cost expenditure. And when it This allows us to get to the root of the problem,
comes to performance, data is used for coaching and to and spot trends where you can transform the
recognise achievement, leading to greater job satisfaction. customer experience overall.

Let's transform your complaints
outcomes - get in touch today




