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1. Introduction  
 
Exceptional customer service has now become a critical element of the mission and 
vision statements of many organizations.  To execute on these commitments, 
organizations and individuals need to achieve peak levels of performance - that 
means continually improving and being better than your competition. 
 

“In a world of greater choice and more open competition, the quality of service 
provided by organizations to their customers is increasingly a differentiating 
factor.  An organization striving for success based on outstanding staff and 
service needs a dynamic internal atmosphere, excellent training, and well-
developed standards for service delivery.” 

 
James Strong, former Chief Executive and Managing Director, Qantas Airways 
Limited  
 
The Customer Service Institute of America (CSIA), as America’s peak customer 
service body, is uniquely positioned to assist organizations and individuals on this 
journey.  With its range of products and services, as well as a depth of experience, 
you can be sure that you have chosen the right partner to continue your pursuit of 
customer service excellence.  
 
The CSIA is therefore delighted to be able to present our Snap-Shot Audit 2009 offer 
to assist it in achieving customer service excellence, via assessment and certification 
to the International Customer Service Standard (ICSS). 
 
 
The CSIA has outlined in this document a program leading to full assessment and 
feedback of your organization to the International Customer Service Standard.  The 
CSIA will begin with a desktop assessment and on-site assessment at your 
headquarters.   
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2. The International Customer Service Standard 

Introduction 
 
ICSS has been developed as both an acknowledgement of progress made to date by 
some organizations in relation to standards of service excellence and as a benchmark 
for others to pursue. 
 
In developing this standard, the CSIA is establishing benchmarks for service excellence 
within Australia that will stand up to the rigors of international competition and scrutiny. 
 
Much has been written about the importance of the customer in business: This Standard 
provides both a recognizable benchmark and ‘how-to’ implementation approach. 
 
ICSS applies equally to for-profit businesses, to government and to not-for-profit 
businesses.  Its aim is to help shift the business focus from Product or Service OUT to 
Customer IN.  This means creating an environment where customer input is largely 
responsible for determining the product or service output, rather than where the supplier 
or service provider attempts to force their product or service on the customer in the hope 
that it will meet customer needs and generate loyalty. 

Background to the Standard 
 
Customer service is both an outcome and a profit strategy. 
 
Organizations with a balanced approach to customer service reap the rewards while 
poor service delivery results in loss of profit and market share or in the case of not-for-
profit organizations, in escalating costs, diminished productivity and lack of effectiveness. 
 
Many organizations have already begun to address improvements in customer service 
delivery and usually adopt one of the following approaches: 
 
PASSION – these are organizations that embark on smile campaigns and look to 
addressing all of the softer issues relating to service.  They believe that the customer is 
always right and that in every business transaction or ‘moment of truth’, the customer 
must come first. 

The downside to this approach is that many organizations that have adopted this 
philosophy have taken their eye off the key issues.  They have lost sight of the business 
imperatives and indeed, there are many examples of outstanding customer service 
providers who have gone bankrupt. 

PROCESS – these are the organizations that have developed and implemented strict 
processes and systems to enhance customer service.  Often they are represented by 
strict policy guidelines, queues, customer numbers for service, voice-mail and recorded 
telephone messages and inflexibility in relation to delivery. 
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The downside to this approach is that while it guarantees consistency of delivery, it fails 
to recognize that each customer is an individual, with different needs and expectations. 
 
Eventually the customer may decide that these organizations are too difficult to deal with. 
 
ICSS recognizes that to maintain service excellence, an organization requires an 
alignment between Passion and Process.  This balance will not always be 50/50. 
 
Some organizations, because of the nature of their operation, will need to lean more 
towards Passion and some will lean towards Process.  The important feature however, is 
the recognition that a focus on both is required for sustained success. 
 
Outstanding customer service cannot be a stand-alone approach: it must be reflected in 
the overall business goals in order to maintain the balanced approach. 

ICSS identifies the 4 key components necessary to maintain the alignment through a 
cause and effect relationship and balance between Passion and Process: 

• A Service perspective in relation to customers 
• A Financial perspective in relation to customers 
• An Operational perspective in relation to customers 
• A Learning and Growth perspective in relation to customers 

 
ICSS is a recognition that service excellence is an outcome, and one that relies heavily 
on people.  For this reason, the 4 key customer perspectives focus not just on the 
customer but, on the internal workings and infrastructure of the organization; those 
things that are essential in order to deliver outstanding service. 
 
Within each customer perspective there are 3 elements and each element has a number 
of service attributes.  These service attributes are divided into 2 categories: mandatory 
and desirable. 
 
Conformance to all mandatory attributes is required in order to achieve certification to 
ICSS. 
 
Beyond the mandatory attributes, implementation of the desirable attributes will see 
organizations approach best practice. 
 
ICSS requires an organization to address all 4 key customer perspectives, all elements 
within those perspectives and all mandatory service attributes.  It does however permit 
differing approaches depending on the nature of the organization. 
 
To measure progress against each of the service attributes ICSS adopts the 3 ‘I‘ 
approach: 
 

• Intention 
• Implementation 
• Integration 
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Intention – evidence exists to show that the service attribute is to be addressed in the 
current or next business-planning phase (Score: 0-2). 
 
Implementation – evidence exists to show that the service attribute has been addressed 
within the organization and success measures identified (Score: 3-5). 
 
Integration – evidence exists to show that the service attribute is part of the culture of 
the organization and measurement data is being used to enhance service delivery 
(Score: 6-10). 

The scoring range acknowledges that there will be varying rates of progress in Intention, 
Implementation and Integration.  In order to achieve certification of to ICSS, it is not 
necessary to achieve a ‘perfect 10’ for each service attribute. 

However, under normal circumstances, certification to ICSS will not be granted to 
organizations where mandatory service attributes fall only under the ‘Intention’ category.  
The certifying body will be seeking evidence of Implementation and Integration. 
 
Progress towards a score of ‘10’ will be expected over time as the organization 
continues to learn and grow in service excellence.   

Benefits of Using the Standard 
 
Some of the benefits of adopting ICSS include: 
 

• Continuous improvement and benchmarking of the organization’s customer 
service efforts through the annual audits to ICSS. 

 
• An ability to determine gaps between managements’ expectations of 

customer service levels and actual delivery levels. 
 

• A useful tool for quantifying the performance of customer service 
professionals within an organization. 

 
• Greater focus on customer service throughout the organization. 

 
• Enhanced morale at all levels of the organization, brought about by greater 

autonomy to deal with customer complaints and an overall reduced level of 
complaints. 

 
• Enhanced organizational recognition, as a result of both the fact of being 

audited and certified, as well as being able to display the visual symbol of 
certification, the “Certified Customer Service Organization” logo (see below).   
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Use of the “Certified Customer Service Organization” Logo   
 
Organizations certified to ICSS will be entitled to use the “Certified Customer Service 
Organization” logo for a period of one year, after which time the organization is 
required to be re-certified.  
 
Where an organization has multiple offices, a random sample of individual offices 
may be sufficient to assess the entire organization. 
 
Organizations divided into autonomous divisions can be certified at the divisional 
level, rather than at the organizational level.  Prior to seeking certification, 
organizations in this category should contact the CSIA to discuss the most 
appropriate level of certification.  
 
The Snap-Shot Audit does not include certification to the ICSS.  If your organization 
would like to seek certification to the ICSS, please contact CSIA for a full and 
detailed proposal. 

Recognition of the Standard 
 
ICSS is internationally acknowledged – it has been recognized by the International 
Standards Accreditation Board and has been adopted by the British Department of 
Trade and Industry.   The Customer Service Institute of America is currently the only 
certifying body in North America for the International Customer Service Standard. 

Organizations working with CSIA 
 
 

• Bath and Body Works 
 

• Zappos.com 
 

• Freeman Group 
 

• Hartsfield Jackson Atlanta Airport 
 

• Aliant 
 

• Baxter Healthcare 
 

• Health Systems Group 
 

• Bluefly.com 
 

• Country Energy 
 

• TVSN Customer Service 
 

• ANZ Investment Client Services 
 

• Johnson & Johnson Pacific 
 

• Energex 
 

• ANZ Bank 
 

• Telstra Enterprise and Government Care 
 

• MLC 
 

• ADP COS 
 

• Gillette Australia 
 

• ING Direct Contact Center 
 

• TeleTech Australia 
 

• Nokia Care – North America 
 

• Manitoba Telecommunications 
 

• Westpac Bank 
 

• Nokia Customer Care – Australia 
 

• Pacific Internet  
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3. Snap-Shot Audit Proposal 

Step One – Initial Training and Overview  
 
We propose a ½ day training workshop for your chosen self-assessment team to 
provide an overview of the process and identify the evidence that would need to be 
gathered during the Self-Assessment process.  The objective at the end of this 
workshop would be to have broken the ICSS down into actionable items for your 
business that are easily understood by all attendees. 
 
Attendees at the workshop should include all the key managers responsible for 
driving and overseeing the implementation of ICSS. 
 
Our proposed training program outline is as follows: 
 

• Information and presentation on ICSS by a Licensed Assessor. 
 

• Overview of the entire Snap-Shot process, which is as follows: 
 

o Initial training and overview  
o Complete Self-Assessment –in this part of the process the 

organizations assesses themselves against ICSS using the ICSS 
Implementation Guidelines 

o Desktop Audit 
o On-Site Audit – Licensed Assessors conduct and on-site audit to the 

ICSS 
o Executive Summary of the Assessor’s findings including Strengths, 

Weaknesses and Opportunities for Improvement 
 

• Direction on ICSS implementation. 
 
 
Step Two – Desktop Audit 
 
The ICSS Self-Assessment compiled for CSIA is submitted to the CSIA for a Desktop 
Audit to prepare for the day on-site. 
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Step Three –On-Site Visit 
 
The objective here is to obtain an accurate, independent third-party assessment of 
the state of customer service performance across the organization/department.  The 
most effective way to do this is through an on-site physical audit the organization by 
our Licensed Assessors.   
 
The Licensed Assessors will be looking for evidence of each of the ICSS criteria in 
policies and processes and then, via interviews, evidence of the effective 
implementation of those policies and processes.  
 
 
 

Step Four – Executive Summary 
 
Upon completion of the on-site visit, your organization will receive a detailed 
Executive Summary of the Licensed Assessor’s findings, including Strengths, 
Weaknesses and Opportunities for Improvement. 
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4. Time Table & Fees 
Service Provided  Time to 

complete 
   
Initial ICSS Training onsite – for Self-Assessment 
team 

Date to be 
determined 

.5 Days 

   
Desktop audit – to be completed by CSIA accredited 
Licensed Assessor 

Date to be 
determined 

1 Day 

   
On-site visit  Date to be 

determined 
1 Day 

   
Executive Summary Date to be 

determined 
 

   
 
Our proposed fee structure is as follows: 
 Rate Total 
   
Initial ICSS Training onsite (1/2 day) $3,500 per day $1,750 
   
Desktop audit – to be completed by CSIA accredited 
Licensed Assessor 

$3,500 per day, 
per assessor (1 
day, 1 assessor) 

$3,500 

   
On-site visit $3,500 per day, 

per assessor (1 
day, 1 assessor) 

$3,500 

   
Executive Summary  $750 
   
International Service Excellence Awards 
Entry/International Service Excellence Awards 

$3,000 Free 

   
Total  $9,500 
 
The total fee for the ICSS desktop audit, on-site audit, certification report and 
delivery by CSIA Licensed Assessors outlined above is $9,500 USD (taxes are 
included). The cost breakdown is as shown in the table above. Please note that 
costs do not include all travel expenses for the Assessor. 
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5. About the CSIA 
 
The Customer Service Institute of America was established in 2007 as a result of 
customer service industry professionals’ desire to belong to an organization whose 
sole focus was customer service and improving relationships, both internally and 
externally.  The CSIA is here to serve the needs of all who work in customer service.  
CSIA members include CEOs, business owners, government employees and, of 
course, customer service professionals. 
 
The CSIA is recognized as the peak customer service body within America.  High 
quality customer service is universally regarded as imperative for long-term business 
success.  We are driven by and committed to the development of people, systems, 
and standards to improve customer service. 
 
The CSIA was founded with five initial aims: 

1. To promote customer service as a profession and to improve the level of its 
practitioner's professionalism through assessment, accreditation and 
certification. Recognition of members’ professional standing is provided 
through use of the CSIA's designatory post-nominal letters (eg MCSIA) and 
use of our Certified Customer Service Professional logo. Thus improving the 
pride, motivation and self-esteem of customer service professionals. 
  

2. To provide people working directly or indirectly in customer service (Public or 
Private sector), with the education and professional standards that will enable 
them to reach their full potential in their chosen field. 
  

3. To promote the International Customer Service Standard (including customer 
charters) certification program and International Service Excellence Awards 
programs, which will help Organizations develop and sustain a customer 
ethos through improvements to the design, delivery, quality and effectiveness 
of customer service strategies, policies and systems. 
  

4. To improve knowledge of the components of customer service excellence 
through research, training and development programs, publications, awards, 
conferences and customer focus groups. 
  

5. To provide a voice for customer service professionals and enhance the status 
of these individuals and customer service issues via the media and public 
education forums. 
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Testimonials: 
“This certification process is excellent and has enabled us to not only recognize the many 
best-in-class services that Nokia Care North America provides to our Business to Business 
customers today but helps us understand how to excel to the next level with suggestions 
for improvement.  This is incredibly valuable and we will continue the ongoing quest to 
further enhance customer satisfaction, retention and loyalty.” 

- Cassie Stern, Head of Nokia Customer Care North America 
 
“We have waited many years for an international standard of the nature and scope of 
ICSS to come to Australia and the highlight of our year was Johnson & Johnson 
Consumer Service Center's International Customer Service Standard certification.  
Thank you for your encouragement and assistance in helping us to achieve new 
heights.”  

- Marilyn Grant, Johnson & Johnson 
 
 

“The rigorous process involved in completing the audit and in meeting the Standard 
has allowed us to look at the service we provide with a different lens.  I am confident 
it will add value to Westpac's commitment to customer service excellence.  Our 
ongoing association with the CSIA can only provide further benefits on this journey.”  
 - Tim Harrington - General Manager, Product and Marketing, Westpac Bank 
 
 
“The assessment process has helped the Ergon Energy team understand the 
importance of service and the role each part of the business plays in delivery of that 
service.  The twenty-nine attributes of the Standard, combined with the balance 
scorecard scoring system has proven to be an outstanding tool in identifying our 
gaps and areas of improvement.”  

- Hector Malacaria – Customer Service Integration Manager, Ergon Energy 
 
 
“The CSIA certification is an excellent way to ensure that, as a company, we provide 
a high level of customer service.  The level of customer service that is now expected 
across all call centers and service desks at QR is benchmarked against us and that 
is making a real difference to our customers and the level of service they receive.”  
 - Adrian Ranford, Queensland Rail 
 




