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Customer feedback as a Management tool

* Reporting and analysis

« Survey form design

« Digital vs. paper
 Response rates

« Best practice for instructors
* Negative feedback

* Follow up feedback
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Reporting and analysis

« Establish KPIs
« Settargets

e Share results
« Make it matter




Survey form design
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« All about improvement
* Question types

« Mandatory questions

« Answerable questions
« Redundant questions
*  Who wants to know?
 Lessis more

Survey form ‘health check’
at Smilesheets.com
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Digital vs paper
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Digital

More honest & insightful
People prefer it
Real-time analysis
React faster

Saves time & effort

Paper

Response rate
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Response rates

93%
83% ) 58%
70% 44%

34%

The more you ask, the less you get
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Best practice for Instructors

* |ntroduce feedback
collection at the start

« Make it a group activity

 Be enthusiastic and
appreciative

« Explain the benefits and how
information will be used
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Negative feedback

Establish a process
Respond promptly
Consider context

Contact directly and make it
personal

Fair vs. unfair criticism

Don’t make it worse

Show off your great customer support
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Follow up feedback

« On-the-day feedback has The Ebbinghaus curve
limitations .

" A The moment we first hear new information

=X

« Discuss with customers
upfront and show you care

« Use Instructors to improve
response rates

 The importance of
reinforcement
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Handle with care!
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Customer feedback as a Marketing tool

 The importance of reviews
In B2B marketing

 Testimonials vs. reviews
« SEO and Google stars

« Making the most of your
reviews
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The importance of reviews

88 trust online reviews as much as personal
% recommendations

90 read online reviews before making a purchasing
% decision

92 more likely to purchase a service if they've read
% trusted reviews about it.

Sources: Nielsen, MarketinglLand, eMarketer



Testimonials vs

. Reviews
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Testimonials

Untrusted
Selective
Biased
In-depth

Reviews

(Untrusted)
Complete picture
Independent
SEO-friendly

testimonials
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All you need to know

SEO & Google stars

GO g Ie Cll course reviews Q

hartered Insurance Ins

All News Maps Shopping Images More Settings Tools WWW.COU rsecheck_com/providen’23l'c

%% %% Rating: 4.4 - 561 reviews
The Chartered Insurance Institute (C|

About 415,000 results (0.55 seconds)

e lnsurance Inshtule (CII) is the leading professional body for the global financial services
professnon As the leading professional body for the global financial services profession, the Chartered
Insurance Institute (ClI) exists to promote higher standards of ...

3 : 1 . J
The Chartered Insurance Institute Reviews | Glassdoor.co.uk PY G | 2 O O I
https://www.glassdoor.co.uk/Reviews/The-Chartered-Insurance-Institute-Reviews-E99... ¥ O O g e u S e S Ove r S I g n a S
** Rating: 1.8 - 28 reviews
30 Apr 2018 - 28 The Chartered Insurance Institute reviews. ... Free traini Your next role after

the CII/PFS will make you feel like you've won the lottery. Y G Oog | e ‘ I i kes ) U Se r G e n e rated
Cll under fire for changes to exam package - FTAdviser.com

https://www.ftadviser.com/your.../2018/.../cii-under-fire-for-changes-to-exam-packag... ¥ ‘ t t
17 Jan igni indivi On en

8 - When signing up to take a Cll exam individuals now also get a study text ... In- house
training and CPD courses at a client's own premises will ...

Why study the CII/IATA Diploma in Insurance? C Goog Ie Stars Incre ase CIICk'

https://www.cii.co.uk/.../ciiiata-diploma-in.../why-study-the-ciiiata-diploma-in-insuran...
Review the end to end procurement management process; Know about the role of a ... Study text - a

Pardcopy uide overing he course sylabus in conisa - throu g h rates by over 30%

Cll Exams Frequently Asked Questions

https://www.cii.co.uk/about/fags/exams/ ¥

Following an annual review of the exam statistics over the previous April and October examination
sessions, the winner of each prize is personally notified by the ...

Source: Marketingland.com



Google business profiles
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S g
See photos : See outside

CAKE People Development

Website Directions Save

Training provider in Diss, England

Address: Unit 20a Diss Business Park, Hopper Way, Diss IP22 4GT

Hours: Closed - Opens 9AM Tue v
ring Bank Holiday might affect these hours

Phone: 01603 733006

Suggest an edit

Know this place? Answer quick questions

Reviews from the web
4.6/5 Coursecheck.com

Free to set up

Google ‘finds’ reviews about
you on other websites

Reviews from the web

4.6/5 Coursecheck.com - 108 reviews




' COURgECFjEkCK

Making the most of your reviews

« Marketing materials .
 Tradeshows and events m
* Newsletters
* Your website
« Emalil footers

« Sales proposals
e Social media

MARKETING
COLLATERAL
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accessplanit / Coursecheck integration

Easy set up

Minimal

administration
ACCESSPLANIT COURSECHECK

Uses accessplanit
API

Learners leave CUSTOMERS
feedback using
their smartphones ®
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& A

Chris Wigglesworth
chris.wigglesworth@coursecheck.com
020 3432 4484



