LSBA GLOSSARY

Y LONDONSCHOOL OF BUSINESS
AND ADMINISTRATION

Certificate in Administrative Assistant Performance Management (India)

Customer Service and Relations

Account Management: The systematic approach to overseeing a client’s portfolio, ensuring their needs are
met and fostering long-term loyalty. client relationship, service renewal. Practical application includes
assigning a dedicated administrative assistant to monitor contract dates, usage metrics, and feedback loops.
Challenges arise when multiple stakeholders have conflicting priorities, requiring clear communication and
escalation protocols.

Active Listening: A communication technique where the listener fully concentrates, understands, responds,
and remembers what is being said. empathetic response, clarification. In a call centre, an assistant repeats
key points to confirm comprehension, thereby reducing misunderstandings. The main difficulty is avoiding
premature judgment, especially under high call volumes.

After-Hours Support: Services provided outside standard operating times, often via phone, email, or chat.
24-hour desk, service level agreement (SLA). Example: An administrative assistant schedules shift coverage
for critical inquiries, ensuring response times stay within SLA limits. Challenges include staffing constraints
and maintaining service quality when staff fatigue increases.

Automation Tools: Software applications that perform repetitive tasks without human intervention. workflow
engine, chatbot. A common use is auto-generating ticket numbers when a customer emails a query, freeing
the assistant to focus on complex issues. The obstacle is integrating legacy systems and training staff to
trust automated outputs.

Brand Promise: The explicit or implicit guarantee a company makes to its customers about the experience
they will receive. value proposition, customer expectation. Administrative assistants reinforce the promise by
aligning their tone, response time, and problem-solving approach with the brand'’s stated standards.
Misalignment can erode trust and trigger negative word-of-mouth.

Call Routing: The process of directing incoming calls to the most appropriate agent or department based on
criteria such as language, product line, or issue severity. IVR system, skill-based routing. Effective routing
reduces wait times and improves first-call resolution rates. Difficulties include inaccurate data entry by
callers and limited routing options in small offices.

Case Management: A structured method for tracking, handling, and resolving customer issues from
initiation to closure. ticketing system, knowledge base. An assistant logs each interaction, assigns priority,
and follows up until the solution is verified. Challenges involve maintaining consistent documentation and
avoiding duplicate cases.

Client Onboarding: The series of steps taken to introduce a new customer to the company’s products,
services, and support channels. welcome kit, training session. Administrative assistants may coordinate
welcome emails, schedule introductory webinars, and provide access credentials. Failure to onboard
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properly often leads to early churn.

Communication Channels: The mediums through which customers interact with a business, such as phone,
email, live chat, social media, and messaging apps. omnichannel, channel preference. Selecting the right
channel for each query improves satisfaction; for example, complex technical issues are better handled via
email with attachments. Managing multiple channels simultaneously can strain resources.

Competency Framework: A defined set of skills, knowledge, and behaviors required for effective
performance in a role. soft skills, performance metrics. In customer service, the framework includes active
listening, problem-solving, and digital literacy. Training gaps become evident when performance reviews
reveal deficiencies in any competency area.

Conflict Resolution: The process of addressing and settling disputes between a customer and the
organization. negotiation, escalation matrix. An assistant may use a calm tone, paraphrase concerns, and
propose mutually acceptable solutions. The main challenge is handling irate customers while adhering to
company policy.

Customer Advocacy: The practice of representing the customer’s voice within the organization to influence
product development, policy changes, and service improvements. feedback loop, voice of the customer
(VoC). Administrative assistants collect survey data, summarize trends, and present actionable insights to
management. Barriers include siloed departments that ignore external input.

Customer Experience (CX): The overall perception a customer forms after interacting with a brand across all
touchpoints. journey mapping, net promoter score (NPS). An assistant contributes by ensuring each
interaction is consistent, timely, and personalized. Measuring CX is challenging because emotions are
subjective and may vary by culture.

Customer Feedback: Information provided by customers regarding their satisfaction, expectations, and
suggestions for improvement. survey, comment card. Practical application involves sending post-interaction
surveys and analyzing sentiment. The difficulty lies in encouraging participation and filtering noise from
actionable data.

Customer Lifetime Value (CLV): A projection of the total revenue a business can expect from a single
customer over the entire relationship. retention rate, upsell opportunity. Administrative assistants impact
CLV by delivering consistent support that encourages repeat purchases. Calculating CLV accurately requires
reliable historical data and forecasting models.

Customer Relationship Management (CRM): A technology platform that stores, organizes, and manages
customer information and interactions. sales pipeline, contact history. Using CRM, an assistant can view past
tickets, schedule follow-ups, and personalize communication. Integration challenges include data
duplication and user adoption resistance.

Customer Satisfaction (CSAT): A metric that quantifies how pleased customers are with a specific interaction
or overall service. rating scale, post-call survey. An assistant records CSAT scores after each call and uses
trends to identify training needs. The main obstacle is ensuring the rating scale is unbiased and culturally
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appropriate.

Escalation Protocol: The predefined steps for moving a customer issue to higher authority when initial
resolution attempts fail. tier-2 support, manager approval. An assistant follows the protocol by
documenting the problem, notifying the supervisor, and providing all relevant records. Inadequate
escalation can result in prolonged downtime and customer frustration.

First-Call Resolution (FCR): The percentage of customer inquiries resolved during the initial contact without
the need for follow-up. resolution rate, knowledge base utilization. To improve FCR, assistants must have
quick access to accurate information and the authority to make decisions. Barriers include limited product
knowledge and restrictive policies.

Feedback Loop: The cyclical process of collecting, analyzing, and acting upon customer input to improve
services. continuous improvement, action plan. An assistant closes the loop by informing the customer of
corrective actions taken after a complaint. Maintaining momentum is difficult when internal stakeholders
deprioritize feedback implementation.

Help Desk Software: Applications designed to log, track, and resolve support tickets. ticketing system,
service desk. Assistants use the software to assign tickets, set priority, and monitor SLA compliance.
Common challenges involve customizing workflows to match organizational processes and avoiding ticket
overload.

Incident Management: The coordinated approach to handling unexpected disruptions that affect customers,
such as system outages or service degradations. root-cause analysis, post-mortem. An assistant records
incident details, communicates status updates, and ensures documentation for future prevention. Speed is
critical; delays can damage reputation.

Knowledge Base: A centralized repository of articles, FAQs, troubleshooting guides, and best practices.
self-service portal, searchable archive. By contributing accurate articles, assistants empower customers to
resolve issues independently, reducing call volume. Keeping content up-to-date is a continuous challenge.

Live Chat: Real-time text communication between a customer and a support representative via a website
widget or messaging platform. chat transcript, typing indicator. Assistants can handle multiple chats
simultaneously, increasing efficiency. However, multitasking may lead to reduced empathy if not managed
carefully.

Multichannel Support: Offering assistance across several distinct platforms, each operating independently.
phone, email, social media. The assistant must ensure consistent messaging and response times across all
channels. Difficulty emerges when information is siloed, causing duplicate efforts.

Net Promoter Score (NPS): A metric that gauges customer loyalty by asking how likely they are to
recommend the company to others, on a 0-10 scale. promoter, detractor, passive. Administrative assistants
may track NPS trends and correlate them with service initiatives. Interpreting NPS requires understanding
cultural response biases.
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Personalization: Tailoring communication, offers, and support to the individual preferences and history of
each customer. customer profile, dynamic content. For example, an assistant greets a repeat caller by name
and references previous issues, creating a sense of recognition. Implementing personalization demands
robust data governance.

Process Mapping: Visual representation of the steps involved in a service workflow, highlighting inputs,
outputs, and decision points. flowchart, SIPOC. Mapping helps assistants identify bottlenecks and streamline
operations. Resistance may arise when staff perceive mapping as a threat to their autonomy.

Quality Assurance (QA): Systematic evaluation of interactions to ensure they meet predefined standards of
accuracy, tone, and compliance. call monitoring, scorecard. QA analysts review recorded calls and provide
feedback to assistants for improvement. Balancing constructive criticism with morale preservation is a
frequent challenge.

Rapid Response Team: A group of specially trained assistants tasked with handling high-priority or
time-sensitive customer issues. critical incident, escalation. The team follows strict timelines to mitigate
impact. Maintaining readiness while avoiding burnout requires careful roster planning.

Resolution Time: The elapsed duration from the moment a ticket is opened until the issue is fully resolved.
average handling time (AHT), MTTR (mean time to recovery). Monitoring resolution time helps managers
assess efficiency. Outliers often indicate process gaps or insufficient resources.

Self-Service Portal: An online platform where customers can find answers, submit requests, and track status

without direct human interaction. knowledge base, ticket submission. Assistants design intuitive navigation

and update content regularly. The main hurdle is encouraging adoption among users accustomed to phone
support.

Service Level Agreement (SLA): A contract that defines the expected performance standards, such as
response time and resolution time, between service provider and customer. penalty clause, KPI. Assistants
must monitor SLA compliance and alert managers when breaches occur. Negotiating realistic SLAs can be
difficult when demand fluctuates.

Social Listening: The practice of monitoring social media platforms for mentions, complaints, and trends
related to the brand. sentiment analysis, brand monitoring. An assistant may flag emerging issues and
recommend proactive outreach. Filtering noise from meaningful signals is a persistent challenge.

Support Ticket: A documented request for assistance, typically assigned a unique identifier for tracking.
issue log, priority. Assistants create tickets, categorize them, and ensure they progress through resolution
stages. Misclassification can delay appropriate handling.

Ticket Prioritization: The method of assigning urgency levels to support tickets based on impact and
severity. high, medium, low. An assistant uses predefined criteria to determine which tickets require
immediate attention. Inconsistent prioritization may lead to dissatisfied high-value customers.

Training Matrix: A tool that maps required competencies to individual staff members, indicating training
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status and gaps. skill inventory, development plan. Administrators use the matrix to schedule workshops for
assistants. Updating the matrix in real time can be resource-intensive.

Turnaround Time (TAT): The total time taken to complete a specific service activity, from request receipt to
delivery. process efficiency, benchmark. Measuring TAT helps identify slow points in the workflow. External
factors such as supplier delays can skew results.

Upselling: The practice of offering a higher-priced product or service that adds value to the customer’s
original purchase. cross-sell, value proposition. Assistants may suggest premium support packages when a
customer expresses interest in additional features. Ethical considerations arise if the recommendation feels

pushy.

Voice of the Customer (VoC): The collective insights gathered from customers about their preferences,
expectations, and experiences. surveys, focus groups. VoC data informs strategic decisions and service
improvements. Capturing authentic feedback without bias is a common obstacle.

Workforce Management (WFM): The process of forecasting, scheduling, and optimizing staff resources to
meet service demand. shifts, capacity planning. Assistants rely on WFM tools to align staffing levels with
predicted call volumes. Inaccurate forecasts can cause overstaffing or service gaps.
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