
Module 7: Performance Metrics and Continuous 
Improvement

Objective: To establish and utilize key 
performance indicators (KPIs) to assess and 

enhance customer service performance, and to 
foster continuous improvement through 

systematic analysis and action based on customer 
feedback.
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Key Performance Indicators (KPIs) used at 
Truehost Cloud -Chat.

1. Customer Satisfaction (CSAT) 
● Definition: A metric used to quantify the level of satisfaction 

customers have with a specific interaction or the overall service.
● Measurement: Typically measured through post-interaction 

surveys, where customers rate their experience on a scale (e.g., 1-
5).

● Usage: CSAT provides immediate feedback on the quality of 
customer service, helping to identify strengths and areas for 
improvement. It is a direct indicator of customer perception and can 
influence customer retention and loyalty.
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Key Performance Indicators (KPIs) used at 
Truehost Cloud.

2. Average Response Time : Target – 3 mins
● Definition: The average time taken for customer service 

representatives to respond to a customer's initial inquiry.
● Measurement: Calculated by averaging the time from when a 

customer submits a query to when they receive a response.
● Usage: A critical measure of efficiency in handling customer 

inquiries. Lower response times generally indicate a more 
responsive and efficient customer service team. This metric is 
particularly important for Truehost Live chat support channel.
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Key Performance Indicators (KPIs) used at 
Truehost Cloud.

3. Average Resolution Time :  Target – 75 mins
● Definition: The average time taken to resolve a customer's issue 

from the moment it is reported.
● Measurement: Calculated by averaging the time from the first 

customer contact to the final resolution of their issue.
● Usage: A key indicator of the effectiveness and efficiency of the 

support team. It helps in assessing the complexity of issues being 
handled and the team's ability to solve them promptly. Reducing 
resolution times can lead to higher customer satisfaction and 
operational efficiency 
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Key Performance Indicators (KPIs) used at 
Truehost Cloud.

4. Average Customer Waiting Time : Target - 10mins
● Definition: The average duration a customer waits before receiving 

assistance from a customer service representative.
● Measurement: This is measured from the time a customer requests 

assistance until they are attended to by a representative.
● Usage: Used for assessing the efficiency of the customer service 

process. Lower waiting times generally enhance customer 
satisfaction. Monitoring this metric helps us to ensure that customers 
do not experience undue delays, especially during peak periods or 
high-demand situations. 



 6

Key Performance Indicators (KPIs) used at 
Truehost Cloud - Calls

Calls Answered – Target : 90%
● Definition: The total number of customer calls successfully answered 

by the customer service team/Agent within a specified period.
● Measurement: Calculated by counting the total number of inbound calls 

that are handled by customer service agents. This can also include the 
percentage of calls answered out of the total number of incoming calls.

● Usage: Eessential for evaluating the accessibility and availability of the 
customer service. A higher number of calls answered indicates good 
service availability and the capacity to handle customer inquiries 
effectively. 
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Key Performance Indicators (KPIs) used at 
Truehost Cloud - Tickets

Tickets Resolved (Volume)
● Definition: The total number of support tickets successfully resolved 

by the Tickets Team within a specified period.
● Measurement: Measured by counting the total number of tickets 

closed or marked as resolved after the customer's issue has been 
addressed.

● Usage: This KPI is crucial for understanding the team's productivity 
and efficiency in handling customer inquiries and issues. A high 
volume of resolved tickets indicates an effective support system 
capable of addressing customer needs promptly.
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Key Performance Indicators (KPIs) used at 
Truehost Cloud - Tickets

Ticket Feedback Rating – Target : 87%
● Definition: This metric measures the quality of customer support 

based on feedback received from clients after a support ticket has 
been resolved.

● Measurement: Typically collected through post-resolution surveys 
where customers rate their satisfaction with the support they received. 

● Usage : Provides insights into the quality of support and customer 
experience. High ratings indicate effective support and satisfaction, 
while lower ratings highlight areas needing improvement. This KPI 
helps Truehost Cloud enhance service quality and customer relations.
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Analyzing Customer Feedback

1.  Collecting Feedback
● Methods: Utilization of various channels such as post-

interaction surveys such as requesting clients to leave a rating.
● Types of Feedback: Quantitative (online ratings, csat scores) 

and Qualitative (comments, suggestions, reviews).
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Analyzing Customer Feedback...

2. Analyzing Feedback
● Data Analysis: Aggregate and analyze feedback to identify 

trends, recurring issues, and common customer concerns. 
● Sentiment Analysis: Employ tools to gauge the sentiment 

behind customer comments, distinguishing between positive, 
negative, and neutral feedback.
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Analyzing Customer Feedback...

3. Acting on Feedback
● Action Plans: Develop and implement action plans to address 

common issues and enhance service based on feedback. This 
could involve training on areas of weakness, process 
improvements, or changes in service offerings.

● Closing the Loop: If necessary, communicate back to 
customers who provided feedback, informing them of actions 
taken as a result of their input. This reinforces a culture of 
responsiveness and accountability.
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Core Values Integration

1. Feedback Culture
● Utilizing Feedback for Personal and Team Growth: 

Encourage a culture where feedback is viewed as an 
opportunity for growth rather than criticism. Use regular reviews 
of feedback to identify individual and team strengths and areas 
for development.

● Recognition and Rewards: Recognize and reward staff for 
positive feedback and improvements, fostering a motivated and 
customer-focused team environment.
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Core Values Integration

2. Innovation
● Implementing New Ideas Based on Customer Insights: Use 

insights gained from feedback to drive innovation in service 
delivery. This might include adopting new technologies, revising 
customer service protocols, or developing new service features.

● Continuous Improvement: Foster an environment that values 
continuous improvement by regularly revisiting and refining 
processes based on the latest customer feedback and service 
performance data.
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Conclusion

● By focusing on these key areas, the customer service team can 
not only measure and improve their performance but also 
create a dynamic environment where customer feedback 
directly informs service enhancements.

●  This module aims to instill a proactive approach to service 
improvement, guided by a deep understanding of customer 
needs and the company's core values.
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