	
	


 
	
	


 
Analysis: Needs Assessment
Use this form to guide and document exploratory conversations with business area representatives. 

	Completed By:
	Joe Biondo and Nicole Schau

	Completed With:
	N/A

	Business Area:
	Customer Experience

	Sponsor:
	Director of Customer Experience

	Date(s):
	1/20/19

	
	4/25/19

	Project #:
	N/A



	Business Need: Which of the following is driving this request?

	In these responses, describe, don’t prescribe. Define the need, not the solution. Include any relevant dates.

	Team-related problem/issue
	The Customer Experience team is not meeting the expected 90% goal to close cases in 1 business week according to the Service Level Agreement (SLA). The average rate a Customer Experience associate is meeting the SLA is 70%. 

During this process we interviewed the Director of Customer Experience, the five managers overseeing the Customer Experience Associates and we reviewed the Service Level Agreement which is collected monthly via an automatically generated report. 

Based on our interviews with the management team and the data we analyzed, we noticed that the cases are being closed and they are for the most part accurate, but the cases are not being completed in a timely manner. We learned during the interview that there is only one associate who is responsible for following up with customers. This one associate is responsible for closing all of the cases. There is a backlog of completed cases and it often takes one or more business days to inform the customer and close out a case.  
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Historical Data: How has this performance issue been addressed in the past?

	In these responses, describe what has been done to resolve the performance issue in the past.

	How long has the issue been going on?

	The past 6 months.

	What, if any, steps have you previously taken to resolve the issue?

	Hired 10 additional staff members to help support the amount of cases coming into the Call Center. We provided desk top procedures of the most common call center questions.


	Did those efforts have any impact on the issue?

	Yes, but we only saw an improvement from 60% to 70% cases closed in 1 business week. This improvement was experienced one year ago. 






	Audience Identification: Who are the associates involved?

	In these responses, describe the people doing the work of the business area.

	What are the job role and primary responsibilities of the associates?
	Customer Experience Associates. Associates are responsible answering customer inquiries by phone or email. 

	How many associates are there? 
	50







	Performance Requirements: Identify “what should be” and “what is.”

	In these responses, define the level of performance the business area needs in order meet its goals. Complete this for every audience identified in the previous section.

	What do associates need to KNOW and DO, and/or how should they BEHAVE in order be effective?
	They should know frequently asked questions, regulatory changes and recent system updates. In addition, they should be well skilled at phone etiquette, professionalism, and take initiative to get things done in a timely manner.  

	What if any KNOWLEDGE do the associates lack? 
	Efficiency using procedures


	What if any SKILLS do the associates lack?
	Time Management



	What if any BEHAVIORS do associates need to exhibit/improve? 
	Time Management, Perseverance/Sense of Ownership








	Measuring Success: If we implement a learning/OD solution, how will we know it worked?

	In these responses, describe how the solution could be evaluated.

	How should performance change after a solution is implemented? 
	Associates should be closer to reaching the 90% goal of closing cases in 1 business week 

	How can the change be measured? 
	Management will measure improvement on an individual and team basis. 

	When should the change be measured? 
	1 week after training, 1 month after training and 6 months after training. 





	Additional Information

	In this area, include any relevant information that was not covered in the areas above.

	The client is requesting a training solution that will be geared towards associates and another training solution geared towards managers supporting their associates. 
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