
 

 

 

QCSS works with their clients to specifically understand the 

integration of the technologies outline, 

customer service model for your business.

The first step in working with our clients 

that you will be receiving.  We want 

approach to satisfy the client and gather necessary information to track service issues

success.    

Customization Process Model: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Product Discussion 

and service questions 

Map out all possible 

questions & answers

Technology & 

Scripting 

Map out 

intelligent scripting Q & A 

for quick

Branding & Customer 

Experience 

Decide on playbook of service 

policies & procedures for 

customer sat

retention

Training Process & 

Building Manual 

Develop Training 

Delivery, CS 

Experience and what 

media’s used, PPP, 

video, website

 

 Customer Service Customization processes 

QCSS works with their clients to specifically understand the customer service experience

outline, call process design and forecasting to set up a dynamic 

for your business. 

The first step in working with our clients is to understand the product or service and the types of calls 

.  We want to be sure that technology can support a streamlined cost effective 

ent and gather necessary information to track service issues and selling 

Map out all possible 

questions & answers 

Decide on agent routing to 

Supervisors per question & security 

access & items handled directly by 

corporate 

Map out script branches for 

intelligent scripting Q & A 

for quick resolution 

Discuss integration of 

portal to place orders 

securely, data sends, 

coding types of inquires & 

dispositions 

Decide on playbook of service 

policies & procedures for 

customer satisfaction & client 

retention 

Develop Training 

Delivery, CS 

Experience and what 

media’s used, PPP, 

website 

Set training date 

and timeline to 

prepare materials  

How do we want the phone 

answered & closed 

specifically? 

Review plan 

with training 

team

 

customer service experience from 

dynamic 

the product or service and the types of calls 

to be sure that technology can support a streamlined cost effective 

and selling 

Decide on agent routing to 

Supervisors per question & security 

access & items handled directly by 

How do we want the phone 

answered & closed 

Review plan 

with training 

team 

Send plan to 

technology & 

begin scripting 

design 

 



 

Forecast, Staffing, Timeline, Testing & Plan Execution to LIVE 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

Marketing plan & 

call driver to 

inbound 

Customer base & forecast 

# of calls expected per 

day, per week, per month 

& seasonal if available 

Firm up staffing per shift, # of agents 

trained and plan on any attrition 

factor 

Testing Systems & Scripting Modifications & Edits, final approval & testing 

lines  

Pre-Training 

Products & 

Branding 

Soft skill review & 

Training 

Problem, 

resolution FAQ’s 

Policy Training 

Role Playing 

Quiz & Review 

Technology & 

script training on 

the system 

Setting 

expectations & 

goals  

Assign Team leaders, roles, 

communication & meet with 

Client team ready for launch 

              Go LIVE! 

Monitor, coach, and 

troubleshoot  

Continuous improvement 

measurement 

Analyze, forecast & 

recommend staffing, refresh 

training as required 

 


