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Needs Analysis for Customer Service Teams — New Product Release

Objective: Identify learning gaps and training needs within the customer service team to ensure
they are fully equipped to assist customers, resolve challenges, and drive product adoption and
satisfaction during the release of a new, business-critical product.

1. Background Information

Objective: Evaluate the current experience of both customers and customer support teams in
relation to the new product release, and define key performance metrics to measure the success
and efficiency of customer service during a product launch.

*  Current Experience:

o Customer Satisfaction (CSAT): How do support teams currently perform in
customer satisfaction scores, specifically for new product-related issues?

o Resolution Time: What is the average time to resolve issues related to the new
product?

o First Contact Resolution (FCR): How often are new product-related issues
resolved during the first interaction?

o Escalation Rate: How often are inquiries related to the new product escalated to
higher support tiers?

o Regrettable/Non Regrettable Interactions: How many customer inquiries could
have been resolved with self-service?

. Key KPIs:

o Customer Satisfaction (CSAT): What is the gold standard for CSAT as it relates
to a new product release?

o Resolution Time: What is the optimal resolution time for a new product release?

o First Contact Resolution (FCR): How often should a new product release be
resolved in the first interaction?

o Escalation Rate: How often should inquiries related to the new product be
escalated to higher support tiers?

o Regrettable/Non Regrettable Interactions: How many customer inquiries
should be resolved with self-service?

2. Stakeholder Interviews

Objective: Understand the perspectives of key stakeholders on the support team'’s readiness and
challenges specific to a new product release.

o Stakeholders to Interview:

o Customer Service Managers

> Product Managers

o Customer Success Managers

o Senior Support Representatives
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o Senior Leaders, as required

*  Key Questions:

o What specific challenges do support teams face when addressing customer
inquiries related to a new product?

o What are the key features or components of the new product that may cause
confusion or issues for customers?

> How well do support representatives understand the new product’s features,
benefits, and troubleshooting procedures?

> Are there any tools or resources that the support team feels are lacking or difficult
to use when addressing new product inquiries?

o How do current training materials support the release of the new product?

o Where do they fall short?

o What are roadblocks for customer service teams as it relates to first contact
resolution of a new product launch?

o What metrics are being used to measure success and customer satisfaction during
the launch of this new product?

o How can training be tailored to address these challenges more effectively?

o How can we increase customer self-service as it relates to a new product release?

2. Survey for Customer Service Team Members

Objective: Gather feedback from the support team about their self-identified gaps in knowledge,
skills, and tools specific to the new product.

*  Survey Topics:
o Product Knowledge:
= Rate your understanding of the new product’s features and troubleshooting
processes (Scale: 1-5).
= Which aspects of the new product are most challenging to explain to
customers?
o Customer Interaction Skills:
=  How confident are you in addressing customer issues related to the new
product?
= Do you feel prepared to manage common customer frustrations or
concerns regarding the new product?
> Tools and Resources:
. Are there knowledge base articles, FAQs, or internal resources specific to
the new product that you find unclear or incomplete?
=  What resources would help you resolve customer inquiries more
effectively regarding the new product?
o Training and Development:
=  How satisfied are you with the training provided for the new product?
=  What additional training or information would enhance your ability to
support customers during the product release?



Beth Skudzienski
Needs Analysis

3. Observation of Customer Interactions

Objective: Evaluate current customer support interactions related to the new product and identify
skill or knowledge gaps in real-time scenarios.

e  Key Observations to Make:
o Communication Skills:
= s the support representative able to explain the new product’s features
clearly and effectively to customers?
= Are customer concerns and issues handled with empathy and clarity,
especially regarding new product adoption?
o Problem-Solving Abilities:
= Are representatives able to quickly identify issues related to the new
product and offer effective solutions?
=  How confident are they in troubleshooting product-specific issues and
guiding customers through solutions?
> Product Knowledge:
= Do support representatives demonstrate a solid understanding of the new
product’s features and limitations?
=  How well do they handle frequently asked questions (FAQs) and common
issues related to the new product?

4. Review of Customer Feedback

Objective: Analyze feedback from customers regarding their support experience with the new
product to identify areas for improvement.

e Key Metrics to Analyze:

o Customer satisfaction (CSAT) related to inquiries about the new product.

o Net Promoter Score (NPS) specifically for the new product.

o Common themes in customer feedback or complaints regarding the new product.
o Time to resolution for issues specific to the new product.

. Questions to Consider:

o How do customers rate their satisfaction with support regarding the new product?

> Are customers reporting long wait times or unresolved issues specific to the new
product?

o What recurring questions or concerns do customers have regarding the new
product?

5. Competency Framework Analysis

Objective: Define the core competencies required for customer service representatives to
effectively support the new product and identify any gaps.
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e Core Competencies to Analyze:

> Product Knowledge: Understanding the new product’s features, troubleshooting
steps, and updates.

o Communication SKkills: Ability to clearly explain new product features,
limitations, and solutions.

o Problem-Solving Skills: Ability to identify, troubleshoot, and resolve issues
related to the new product.

° Technical Proficiency: Familiarity with internal tools, databases, and resources
specific to the new product.

o Customer Empathy: Ability to manage customer frustrations during the adoption
phase of the new product.

6. Training Needs Assessment

Objective: Determine the training requirements for customer service teams to address the
identified gaps in knowledge and skills specific to the new product.

e Training Delivery Preferences:

o Should the training for the new product be delivered in-person, via webinars, or
through online modules?
> Would micro-learning formats focusing on specific product features be beneficial
for quick adoption?
o Are role-playing scenarios or simulation-based training necessary to handle
complex customer issues related to the new product?
e Desired Outcomes of Training:

o Increase customer satisfaction by providing more efficient and accurate support
related to the new product.

o Improve first-contact resolution rates for product-specific issues.

o Empower support representatives to confidently manage customer concerns about
the new product’s features.

> Boost product adoption by ensuring customers understand how to use the new
product effectively.

7. Training and Development Recommendations

Based on the needs analysis, the following recommendations will be made:

. Content Development:

° Create focused training materials on the new product’s features, FAQs, and
troubleshooting tips.

o Develop interactive, product-specific training that emphasizes handling common
customer concerns and promoting product adoption.

> Provide easy-to-access knowledge base updates to support staff in resolving
product-related issues efficiently.
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Delivery Methods:

o Implement a blended learning approach, with both online modules and live
training sessions for hands-on practice.

o Provide continuous learning opportunities through short-form, on-demand content
for new product features.

Performance Measurement:

o Track post-training performance through KPIs such as customer satisfaction,
resolution time, and escalation rates.

o Collect feedback from customer service representatives to assess the effectiveness
of training materials and identify areas for further improvement.



