
 

  

Case Study: Fortune 50 Telecom 

Customer Service Team 

 

”The Achieve methodology has helped 

redirect my team on prioritizing resources 

and work to drive business  performance 

and stay focused on  the Customer 

Experience.”-  VP Customer Service  

 

The Achieve Institute developed a program that transformed the culture of this 
national customer service team and significantly improved their results. 

 
The Achieve System, is a ground breaking tool that delivers a systematic approach to improving performance, 
dramatically increasing productivity and bottom-line results. The Achieve Institute was tasked to improve alignment 
between this Fortune 50 Telecom’s people, processes and technology.   

 

The Situation:  
In 2010, this National Customer Service Organization 
sought to define what future success would look like 
two years from now and how they could improve the 
performance of their customer service teams in order 
to better meet customer needs.   
 

The main driver for this new thinking arose from the 
question: How could they reduce costs and improve 
the overall customer and employee experience while 
maintaining their industry leading position?  This 
required fundamental shifts in the way they managed 
and operated their customer service organization. 

 

 The Results:  
After just two years of working with The Achieve 
Institute, this Customer Service organization met and 
exceeded their multi-year customer service 
transformation goals.   
 

As The Achieve System™ became embedded into the 
customer service work culture, the team benefited from 
substantially improved business metrics which in turn 
positively affected the bottom line, including:   

 

 25% reduction in call-in rates 
 

 25% increase in customer base  
 

 20% reduction in cost  
 

 4 straight wins of the JD Power & Associates Best 
Customer Service in the Industry Award 

 

 Consistently improving internal Customer 

Experience survey results, month over month  
  

 Consistent top Customer Survey Performance 
Recognition results (from external surveys including 
NPS Benchmark) 
 

 
 
 

By using The Achieve System, this Fortune 50 Telecom has been able to drive improvements throughout 

the customer service organization, as measured by both Achieve Performance Metrics and the 
company’s dramatic financial and customer satisfaction improvements. 
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How The Solution Was Achieved:  
 

To accelerate the change process, custom training 
and employee development programs were created 
to bring about the positive changes required for truly 
transforming their culture and the way they managed 
their customer service business.   
 

The custom-designed program specifically included: 

 One-on-one leadership training 
 

 Live training events for leadership groups 
 

 Ongoing group training and application for both 
leadership and front line 
 

 Consistent communication with teams and 
leaders  
 

 Access to The Achieve e-Learning classroom 
 

 Live progress events for teams and leadership 
 

This program was designed not only to improve 

current effectiveness within the customer service 

organization, but to begin the process of shifting the 

team’s mindset – allowing the organization to be 

better prepared to proactively seize future 

opportunities.  

The Achieve System™ expands a team’s capacity over 
time to reach higher levels of performance and 
develop increasing cycles of success. This proven 
approach unlocked the potential of this National 
Customer Service Organization to grow their 
customer base, improve their customer service, 
reduce unnecessary costs, and increase customer 
and employee satisfaction. 

  
 

 
 
 
 
 
 
 
 
 
 
 

 
 

The Achieve Institute is a management consulting 
company with a certified team of Performance Experts 
who specialize in delivering and applying The Achieve 
System™, a groundbreaking organizational tool proven 
to provide consistently higher levels of performance. 
 

The Achieve System Difference: 
 

 Improves productivity in a measurable and 
sustainable way 
 

 Produces dramatic improvements in key metrics 
used by organizations such as Net Promoter and 
Gallup Employee Engagement scores. 
 

 Compliments existing skills-based tools 
 

 Tracks performance utilizing the proprietary 
Achieve Performance Metrics 
 

 Provides a process to replicate success 
 

 

 

  
 

“The Achieve Institute is a culture 
enabler and just the tool we were 
looking for in order to develop 
better leaders and help shape a 
better future” -  VP Customer Service  
 

 

 

Contact Us.  Call or email to discuss how we can customize a solution for you. 
310.664.9400  |  http://www.achieveinst.com  |  info@achieveinst.com 

 


