
Service plays a key role in todays business environment. Service may not

only contribute to the profit and loss position of a company but also may

significantly impact the company‘s relationship with his customer .

GenevaServicesGroup (GSG) offers both a Service Audit which measures

the effectiveness of the internal service function and the development of

a service program to be implemented by companies:

Based on the company‘s service requirements, a service program will be

designed. The service program provides a reference guide for internal or

external (e.g. outsourced) service measurement and assessment, to inc-

lude:

- service metrics and call statistics

- service labour reporting (cost control)

- technical support, call handling, escalation and remote service capabilities

- SLA and Level of Urgency Codes definition

- spares and logistics management

- security and data management

The Services Audit will provide a snapshot of the actual level of quality of

service provided as well as a list of recommended actions for service opti-

misation. The Audit has a standard format and may be complemented by

specific questions from company management.
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