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Customer Service
Audit Report

Background

Rosedale Health Care Center aims to meet its quarterly objective to improve its improve
performance 1o serve more patients without sacrificing customer service quality.

Artending the medical needs of the patients is the number one priority of Rosedale Health
Care Center. This makes customer engagement essential to the health center. The health
center did an audit of the performance of its customer services to know if the staff met
patients’ demands at satisfactory levels. This report is created duly from the results of the
auditor's review and assessment of the health center's overall customer service
performance of 2018,

Scope and Objectives

The objective of creating this audit report is to identify and summarize the strengths and
weaknesses of the health center’s customer services in 2018. This document will check
whether the customer service team complied with the standards and pelicies of the health
center, as well as work on areas that need improvement.

Methodology

This report summarizes the key results of the health center’s 2018 customer service audit,
which determines the performance of the health center in the stated period. Wherein the
report uses a guantitative method in acguiring the audit data of the health center’s
customer service, Research officers distributed survey questionnaires among the patients of
Eosedale Health Care Center and the employees working under the customer service
department.

In presenting the data, the research team made use of charts, tables, and graphs. All the
results presented in this report reflect the quality of customer service performed by the
health center.

In comparing the health center's customer service, statistics, policies, and standards were
used as the basis of the auditor. Lastly, a checklist was used by the auditor in determining
the health center's achievement of impreoving its patient’s satisfaction upon enhancing its
customer services.

Step I: Download the template. | Step 2: Edit the template
using compatible software. | Step 3: Print it at home/office

Answered and Unanswered Concerns by the Customer Servioe:

Answiered and Unanswersd Inquiries and Complaints

Rosedale Health Care Center currently applies four types of custo
wecommodate the concerns of its clients. Based on the auditops findings, it shows that the
health care center received the highest inquiries in August 2018 and had the highest rate of
complaints in July 2018. Among all queries, the most frequently asked questions are about
payment methods and scheduling appointments with their doctors. However, the report
also shows that customer service personnel failed to respond the most to email and phone
queries. In contrast, in-person concerns resulted in fast and effective responses.,

The customer service department usually takes at least about five 1o ten minubes to answer
thE‘ the inguiries of the clients and about fifteen to twenty te respond to complaints. The staff
are newly hired and howe poor coordination and communication. Their lack of basic

re. communication skills training and unfamiliarity with their tasks and responsibilities made
them dependent an their superisors and managers to handle the bulk of patients”
complaints,

The department is fagped for poor task management and execution, This issue must be
attended as soon as possible to imprave its performance to keep up with its client’s and
patient’s demands,

TEMPLATE.NET

READY-MADE TEMPLATES

To Use This Documents
The text inside the brackets which is highlighted is meant to be edited with your text.
This is the way you can edit the document as given below:

To Edit Text:

1. Point the mouse where you want to edit and delete the sample text and then

you can add your text.

2. You can change the size, font & color of the text in the Main Tab: Home
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To Edit Table:

1. Point the mouse in the table where you want to edit and delete the sample

text and then you can add your text.

2. You can adjust the row & column size of the table in the Main Tab: Layout
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To Edit Chart:

1. Select the chart which is going to edit and then

2. In Main tab: Design -> Edit Data

3. It will open the excel sheet where you can edit the values of the chart
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