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Support	KPIs	&	Customer	Feedback



Support	KPIs	&	Customer	Feedback (July	- October	2017)

©	Stonebranch	2017.	All	rights	reserved. 6.	Oktober	2017 Seite	3

4	
Highly	Skilled	Support	
Professionals

100	%
Customer	Satisfaction	
(41%	Response	rate)	

94%	
SLAs	achieved

The	team	provided	
excellent	suggestions	
for	our	last	minute	
request…..

Great	Customer	service,	
every	time	I	open	a	
ticket….All	my	issues	are	
solved	efficiently	and	in	time

Quick	and	competent…..

Your	support	is	excellent	as	usual!
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What	is	Customer	Experience?	
Sum-totality	of	how	you	engage	with	Stonebranch
throughout	the	entire	arc	of	being	a	customer.

Strategic	Targets:

• Leading	Support	Quality
• Best	Customer	Experience
• Operational	Excellence
• Nurturing	Community
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Ticket	Support	Platform
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Customer	Experience	Center
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Online	Documentation
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• Renew the documentation 
platform

• Usage of rich media content

• Customer feedback and 
collaboration capabilities

• Distinguish between 
competence levels

• Increase visibility and 
usability

3



Stonebranch	Marketplace
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Thank	you!
Contact	Information

Leon	Stamm
Head	of	Customer	Experience	

and	Operations
Stonebranch	GmbH	∣ Siemensstr.	14

61352	Bad	Homburg	v.	d.	Höhe

T:	+49	6172	85538-34
M:	+49	177	4848916
leon.stamm@stonebranch.com
www.stonebranch.com
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