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Meet Gartner Customer Service and Support Score

Introduction to Gartner Customer Service and Support Score

Functional leaders use Gartner Customer Service and Support Score to measure the maturity of their
function in key activities, prioritize areas of improvement and plot the function’'s path to improvement.
This is an excerpt from a full report, which provides detail on a wide range of functional activities. Gartner
Customer Service and Support Score covers 16 functional activities across 6 functional objectives.

2. Prioritize.

Here’s how it works

S

1. Measure the performance of the function
in terms of:

/7I

3. Improve. We provide you with steps to take

« See your maturity levels at a glance. On a on your path to improvement in whatever

« Maturity. We ask a series of yes/no questions
about how your function approaches and
executes each one of a range of key activities
and objectives specific to your function.

» Importance. We ask you to indicate how
important each of those activities is for your

function to meet its enterprise objectives.

simple bar graph, we plot the maturity level
of each activity and its importance — and
you get your first glimpse of where maturity
and importance aren't aligned. For example,
your function may be highly mature in
activities that aren't very important to driving
business priorities or highly immature in
activities that are.

See your priorities in rank order, based on

those gaps between maturity and importance.

Immediately you can see what should be
your highest priorities for improvement

if your function is to drive business goals
effectively. You also see which activities
need less attention.

Read on for more insights and recommendations you might receive on an individual activity. A
complete report shows you the current status and improvement path for all activities and objectives

in your function.
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activities the data shows to be the biggest
significant opportunities for improvement.

« “A Pathway to Maturity” lists action steps

required to reach the next level in each
specific activity.

 Recommended related resources provide

associated insights. In some cases, a Gartner
advisor delivers the report and helps with
prioritization and action planning.
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How mature are your functional activities?

Gartner Customer Service and Support Score benchmarks your self-assessment to
provide you with a current maturity score by activity.
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Experience
Measurement

B Low Maturity

High Maturity

P Medium Maturity

Maturity: Measured on a scale ranging from 1 (Low) to 5 (High), maturity measures how advanced
an organization's development is in a functional activity relative to Gartner's best practice research.
Maturity scores are refined with a (+) or (-) to indicate intermediate levels of maturity.

The set of activities as mapped here is subject to change.
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VoC Governance and

Data Management
2

Not Assessed
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How do maturity and importance compare?

Gartner Customer Service and Support Score plots your benchmarked maturity
score against the importance you assign to that activity in terms of its criticality for
your function to meet enterprise business objectives.
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- Workforce Management
and Staffing
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What are the high-priority areas for your function?

Gartner Customer Service and Support Score rank-orders your improvement
priorities, based on the gap between maturity and importance. The Activity Priority
Index (API) identifies where the function is less mature in activities of greater
importance. A higher API score indicates a greater priority to the organization.

The Activity Priority Index identifies where the function is less mature in activities of greater importance.

High 1

Activity

Priority 1

e Il I

Low e
- -9 -9 - X - P & &
{\QQGG (}aod eﬁe‘o e,((\é‘ &© e \)6%6 'booz a@é\ '@"s\{& Q@G‘\ 66@0 'é‘&q @o@‘\ \(;_‘\)e'
ol & i o Cd > 2® a° &° Y & << &
< & & 2 u¥ > & & ot 6&» o? & &
aé\ca &x\"*\ ¢ 0@3\ O‘B@@ 0\‘?\@ _\(\Qé‘ i N & ‘b\\Q S ® c‘(&\x\ P "y &
-@\6 Oqa GOQ ,Bg\b ‘é‘quq O@\G Qera d\Q\ @ c’.\{b ‘&\(‘
.\6} @Qb & ﬁ* ‘l"(\ \&‘b & ‘a‘-’o
o R & S <& 5
{\,‘?‘ q‘?} O a-_\c
& Ooo {g\c'a Q° ‘Drs‘\
+° érsef o
ﬁc@
Highest Priority Lowest Priority
- Digital Service Experience « Managing and Resolving Customer Issues
« Operational Efficiency + Strategy and Planning
- Self-Help and Content Management and More Activities - Recruiting and Hiring

Source: Gartner Gartner
© 2020 Gartner, Inc. and/or its affiliates. All rights reserved. CM_CF_916482 ®



High-priority area: Digital Service Experience

Delivering a digital service experience that creates value for the customer and the organization

Gartner Customer Service and Support Score provides next steps for each
individual activity, based on current and desired state.

Path to Maturity

Start doing the following to achieve
the next level of maturity:

. . Use machine Create seamless
- Use mult||ole but separate dlglta| Level 5 learning to evolve |channel transitions
channel experiences. digital experience from digital

- Develop digital tools within larger
resolution strategy.

Fit digital service

experience into

overall company
experience

Design fluid
interaction across
digital experiences

- Align digital channels to proper Level 4
resolution job.

Align digite
£ O proper
ution job

Overall functional maturity
averages your function’s
maturity across every activity.

! g

Apply limited
practical
application for

digital experience

Level 2

2 3+
Creqle orjly a
Level 1 piiﬂ;ﬁ;’r:ggal Current Level Next Level
O Currently practiced (or no longer required)
Il Commence to achieve next level of maturity

I Not currently practiced
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Digital Service Experience
Sample recommended resources
Featured resources

Enterprise Leadership for the Digital Age
Write clear and comprehensive FAQs to improve consumability

of information on the website and ensure quick issue resolution.

Learn how you can use Gartner Customer
Service and Support Score to evaluate your
functional maturity and priorities.

Contact Us

U.S.: 1855558 3855
International: +44 (0) 3331306 809
gartner.com/en/become-a-client
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Foundational practices

“Resolution Jobs” Channel Audit

Evaluate your current channels to determine whether each is aligned

with the resolution jobs that will reduce customer effort.
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http://gartner.com/en/become-a-client

Learn more about Gartner for Customer Service and Support
Visit:

Gartner, Inc. (NYSE: IT) is the world's leading research and advisory company
and a member of the S&P 500. We equip business leaders with indispensable
insights, advice and tools to achieve their mission-critical priorities today
and build the successful organizations of tomorrow.

Our unmatched combination of expert-led, practitioner-sourced and data-
driven research steers clients toward the right decisions on the issues that
matter most. We are a trusted advisor and an objective resource for more
than 15,000 enterprises in more than 100 countries — across all major
functions, in every industry and enterprise size.
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