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The Benefits of Industry Certification
By Ann Miller, Manager, Talent Managerment & Developrnent, 5504

To maximize the benefits of S5PA Certification, it must be managed
as a process, The process is intiated by identifying the skills that,
with improvement, can increase performance results at key levels
within the service and support operation, The next step is to
evaluate the workforce to determine if improvement is needed in the
skills identified as critical for success. If skill gaps are identified, a
training program is initiated, With the completion of training, the knowledoge is
verified by an industry standard S5PA& Certification Test designed for a targeted
level, The final step is to observe that new skills are being demonstrated in the work
environment, Thus, SSPA Certification represents a step in a process designed o
improve customer service skills which have the potential to impact performance and
make improvements to the bottom line,

The SSPA continues to identify the skills necessary in service and support operations
that will lead to improvements in customer service, By improving such skills through
the certification process, the following improvements may be realized:;

e 9.5% increase in customer satisfaction ratings
« 10% reduction in call handling times
e 2% higher first call resolution

& 9% less call escalations®

*data was provided by Impact Learning Systems and waz based on average parformance improvermant

rates and independently measured and validated.

In addition to these improvements for service and support business units, the
utilization of certification can clarify job roles and the career paths for the individual,

SSPA Industry Certification

For individuals, the SSPA currently has identified four certification levels, The Official
SSPA Certificate is readily identified by the SSPA logo and the signature of the
Founder of 55P&, Bill Fose,

The four levels for the Official SSPA Industry Certification for individuals are:

Certification for non-technical customer
service representatives

Certification level for newer support
professionals

Customer Service Qualified (CS0)

Certified Support Professional-I (CSP-I)

Certified Support Professional-I1 (CSP-1I)  Certifications level for advanced support
(i development) professionals

Certified Support Professional - Certification for team leaders

Supervisor[CSP-5)

The S5PA Industry Certification includes a designation for the non-technical
Customer Service Representative, It is the Customer Service Qualified
Certification (CSQ). The skills identified for C50Q are customer service skills such as:
dealing with challenging calls; customer relations; responding to upset customers;
opening, diagnosing and closing a call; building rapport; and using appropriate
language with a customer, This is an excellent certification to achieve for those who
have customer contack,
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If you love your customers, set them
free, Give custormners the freedom to
choose the service they want, how
and when they want it—with KANA's
rulti-channel solutions, kKAaMa
zolutions for e-rnail and chat are the
industry's leading choice far high-
vaolurne ermail rezponse management
and real-time service, KAMA's call
center solutions put information at
the fingertips of every agent while
they're on the phone, so izsues are
resalved faster, KANA's Web Self-
Service is the industry's most
cornplete zelf-zervice solution. And
kanMaA's intelligent knowledge base
lets you deliver consistent service to
every custarner, every tirme, It's a
rmulti-channel world, and EANA is the
one salution you need.

Attend our webinar on 4/19/05 at
Zprm ET Want to get control over
roulti-channel requests and improve
custormer interactions? Empower your
custorner support center with UniPress
Software's easy-to-use, FootPrints for
eService - 100% web-bazed zarvice
desk autormation that's affordable,
cornprehensive, & custarnizable
without prograrmming. Quickly
irmplerment centralized, rultichannel
request tracking, deliver self-service
online, track SLAs, manage two-way
email, manage krnowledge, automate
custorner sureeys, and integrate pour
service desk with your sales
autornation & telephony salutions,
Make Every Custormer Interaction a
Great Gne!




The first technical level for industry certification is the Certified Support
Professional -1 {(CSP-1). This level is for new support professionals or more
advanced ones who wish to improve their customer services skills to leverage their
techinical knowledge in order to mazimize results, The skills for CSP-1 include
establishing a relationship with the customer, understanding customer needs,
docurnenting and managing the call, and handling pressure,

CSP-I certification helps support professionals to focus the customer on solutions
and strive to achieve customer satisfaction by quickly and effectively responding to
callers, If it is necessary to direct the call to another person, one learns to route the
call in a professional manner, Support professionals learm to sense a caller's
frustration level and respond in an empathetic manner, while helping them focus on
moving toward a resolution. & technical support professional must understand
company policy to know when to escalate calls, They learn to develop a plan to
resolve issues and maintain appropriate contact with the customer,

CSP-I certification helps support professionals to focus the customer on solutions
and strive to achieve customer satisfaction by quickly and effectively responding to
callers, If it is necessary to direct the call to another person, one learns to route the
call in a professional manner, Support professionals learn to sense a caller’s
frustration level and respond in an empathetic manner, while helping them foous on
moving toward a resolution, & technical support professional must understand
company policy to know when to escalate calls, They learn to develop a plan to
resolve issues and maintain appropriate contact with the customer,

The Certified Support Professional-11I { CSP-II). is being developed currently, It will
focus on trouble shooting skills and other advanced service and support skills, The
SSPA is working with industry representatives to identify the critical skills at this
level, Those wishing to make contributions to this process may contact
kanderson@thesspa.com,

When a support professional assumes the responsibilities of leading teams, new
skills are needed, The Certified Support Professional-5 (CSP-5) recognizes the
skills that are needed for supervisors, Leading a team requires one to assist
employvees in setting goals, monitoring and docurmenting performance, and taking
corrective actions when needed, Good leaders will model positive behaviors, be
empathic listeners, and recognize individual differences, By learning these skills, one
may achieve certification at the CSP-5 level,

Utilizing this process for certifying ones service and support professionals, including
validating that the skills are being demonstrated in the work force, can impact the
bottom line by improving customer satisfaction for your company, For more
information on the Official SSPA Industry Certification, contact
kanderson@thesspa.com,

Currently, the 55P& concludes SSPA Industry Certification at the supervisor level, To
learn about the S5PA advanced programs for managers and directors, see the
Wharton SchoolfSSPa Technology Support Services Management Program (TSSM)

Comments? Suggestions? We would like to hear from yvou, Please emall the editor at sspanews@thesspa.com,
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