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What is Customer Service

Customer service encompasses providing comprehensive support and assistance to
external customers and internal team members at every stage of their journey—before,
during, and after engaging with our MLS products and services. This dedication creates a
smooth, positive experience that drives satisfaction and success for all.

Customer service focuses on creating a strategic partnership with customers to empower
them and build trust and engagement that benefits the customer and the business. It
includes meeting customer needs, solving their problems, and ensuring a positive
experience with the company. Customer service encompasses answering questions,
resolving issues, offering guidance, assisting with billing, compliance, and nurturing long-
term customer relationships. Additionally, customer services builds loyalty, enhances
brand reputation, and drives business growth.

CORE PRINCIPLES OF CUSTOMER SERVICE

1. Listening and Communication: Actively listen to understand customer needs and
concerns and respond clearly, respectfully, and helpfully.

2. Problem-Solving: Quickly and effectively resolving customers' issues or challenges
to turn potentially negative experiences into positive ones.

3. Empathy and Patience: Treating customers with empathy, understanding, and
patience and acknowledging their unique needs and expectations.

4. Product Knowledge: Having a thorough knowledge of the company's products and
services to assist customers confidently and accurately.

5. Efficiency and Responsiveness: Providing timely and efficient responses ensures
customers feel valued and prioritized.

6. Consistency: This builds trust and reliability, ensuring customers receive the same
high-quality experience across all interactions. A consistent approach reinforces
brand credibility and helps customers feel valued and understood every time they
connect with your organization.

Customer Service Best Practices
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DEVELOPING A CUSTOMER-CENTRIC CULTURE

A strong customer service philosophy is the foundation of an exceptional service culture. It
goes beyond simply addressing customer needs to proactively enhance every aspect of
the customer experience. Here are best practices to build and maintain a customer service
philosophy that resonates throughout an organization:

1. Define the Core Values: Establish clear values of empathy, integrity, accountability,
and proactive support. These principles should guide every interaction, ensuring
customers feel valued and respected at each touchpoint.

2. Embed Customer Service in the Culture: Make customer service a central element
of the organization’s culture, emphasizing that every team member, regardless of
role, contributes to the customer experience. Reinforce this philosophy through
onboarding, training, and regular team communications.

3. Focus on Proactive Support: Anticipate customer needs before they become issues.
Reach out with helpful information, product updates, or personalized suggestions
that empower customers to achieve their goals quickly and confidently.

4. Prioritize Internal Customer Service: Excellent customer service starts within.
Support internal teams with clear communication, accessible resources, and a
collaborative mindset. When employees experience a service-focused environment,
it flows naturally to external customer interactions.

5. Adapt to Change: Remain flexible to adapt to industry changes, customer
expectations, and innovative technologies. Encourage continuous learning and be
open to evolving the customer service approach to stay relevant and innovative.

6. Empower and Equip Employees: Give employees the tools, training, and authority
to resolve customer issues effectively. Empowering them to make decisions fosters
confidence, creativity, and a genuine sense of responsibility toward customer
satisfaction.

7. Seek Feedback and Learn: Actively collect customer feedback to understand their
evolving needs and identify areas for improvement. Use this input to refine service
strategies and demonstrate a commitment to continuous improvement.

8. Measure Success and Recognize Impact: Set measurable goals for customer
service outcomes, such as response times, resolution rates, and satisfaction scores.
Regularly celebrate successes, recognizing the team'’s role in delivering outstanding
service and strengthening the organization’s reputation.

Customer Service Best Practices
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A customer service philosophy rooted in empathy, adaptability, and excellence builds

trust, drives loyalty, and elevates the overall customer experience, laying the groundwork
for sustainable growth and customer-centered success.

MLSs can sometimes get bogged down by bureaucracy, with long-standing organizations
accumulating extensive rules and policies over time. To prioritize exceptional customer
service, it is crucial for MLSs to consistently review policies, rules, and procedures,
identifying and eliminating any policies that could hinder a positive customer experience.
Streamlining these guidelines is essential for fostering a more agile, customer-focused
organization. By doing so, MLSs can ensure they provide their customers with the best
possible service.

Employees are crucial in identifying and addressing operational bottlenecks to enhance
the customer experience. Fostering transparent and open communication with internal
teams regarding customer service improvement strategies is imperative. Encourage
employees to contribute ideas aimed at enriching the customer experience. Even modest
incentives, such as gift cards for implemented ideas, can serve as effective motivators for
soliciting valuable input and generating impactful suggestions from the team.

Customers Are the North Star

Customers serve as the cornerstone of any organization, playing a pivotal role in shaping
the direction and success of the business. It is essential that every facet of the organization,
including policies, processes, and interactions, is finely attuned to the needs and
expectations of the customers. Here are some key strategies to ensure that the customer
remains the central focus of your service strategy:

1. Embrace a Customer-Centric Mindset: Commit to putting our customers at the
heart of everything we do. Evaluate every decision, whether it pertains to product
design or service delivery, through the lens of its impact on the customer. Always ask,
"How will this benefit our customers?”

2. Active Listening and Responsiveness: Actively engage with customers through
various feedback channels, such as surveys, reviews, and direct communication. Pay
close attention to their needs, preferences, and pain points and use their insights to
drive meaningful improvements.

3. Empower Employees to Prioritize Customer Needs: Trust your team members to
address customer concerns swiftly. Equip them with the necessary resources, training,
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and authority, demonstrating confidence in their abilities. Empowered team
members are better positioned to prioritize customer needs and exceed
expectations, fostering a culture of trust and capability.

4. Measurement and Celebration of Customer Satisfaction: Regularly track customer
satisfaction metrics, such as NPS (Net Promoter Score) and CSAT (Customer
Satisfaction Score), and customer retention rates. It is not just about the numbers, it is
about the people behind them. Acknowledge exceptional performance and
celebrate successes. This boosts morale and fosters a culture of recognition and
appreciation.

5. Continuous Improvement through Customer Insights: Every customer interaction
is a learning opportunity. Customer feedback is a valuable source of information that
provides insight into customers' preferences, dislikes, and expectations. Use this
feedback to refine policies, streamline processes, and develop products that align
with customer expectations.

When customers are consistently recognized as the report card of the organization’s
success, it is important to remember that you, the team members, are the backbone that
supports success. Your dedication and commitment foster a culture of trust, and loyalty,
paving the way for sustained growth and prosperity for your MLS.

DEALING WITH DEMANDING CUSTOMERS

When dealing with difficult people in customer service, staying calm, empathetic, and
focused on resolving the issue is essential. Here is a best practice guide to manage these
interactions effectively:

Stay Calm and Maintain Professionalism

Take a deep breath and stay composed, even if the other person is emotional or
aggressive. Avoid taking comments personally and keep a neutral, professional tone. This
helps to de-escalate the situation and models the behavior you hope to see in the other
person, making it easier to move toward a solution.

Listen Actively and Empathize

Listen without interrupting and use verbal affirmations (e.g., "l understand," "l see your
point") to show empathy. Paraphrase their concerns to confirm you understand. Empathy
makes the person feel heard and valued, often defusing anger and making them more
receptive to solutions.

Customer Service Best Practices
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Acknowledge the Issue and Apologize if Appropriate

Acknowledge their frustration and, if appropriate, offer a genuine apology for any
inconvenience. Avoid assigning blame or making excuses. Acknowledging the issue helps
validate their experience, fostering a positive atmosphere for resolution.

Focus on Solutions, Not the Problem

Shift the conversation to focus on potential solutions by asking questions like, "What can
we do to resolve this?" or offering options where possible. Solution-oriented discussions
help the other person feel you are actively working to meet their needs, reducing the
emotional charge of the conversation.

Set Boundaries if Necessary

Politely but firmly set boundaries if the person becomes abusive or overly aggressive. For
instance, "I'm here to help, but | need us to keep this conversation respectful." Setting
boundaries reinforces mutual respect and helps maintain a professional atmosphere,
keeping the conversation productive. You never need to take abuse, foul or aggressive
language from a customer.

Know When to Escalate or Send to Another Team Member

Recognize when to bring in a different team member, manager or escalate to a higher
level if you cannot resolve the issue. This demonstrates a commitment to finding a solution.
Benefit: Escalation can provide a fresh perspective and may bring additional resources or
authority to address the situation effectively.

Follow Up if Needed

If a resolution is not immediate, reassure the person by summarizing the agreed steps and
following up afterward to ensure their satisfaction. Following up shows dedication to
resolving their issue, building trust, and reinforcing a positive experience despite initial
difficulties.

By implementing these best practices, you can turn challenging interactions into
opportunities to demonstrate empathy, professionalism, and a commitment to customer
satisfaction.

Customer Service Best Practices
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Traits of a Gold Star Customer Service and
Fffective Listening Requirements

Customer service representatives in an MLS environment are critical in ensuring data
accuracy, compliance, and positive user experiences. They must demonstrate key traits
that foster trust, clarity, and satisfaction to excel.

ESSENTIAL TRAITS OF A GOOD CUSTOMER SERVICE
REPRESENTATIVE

Empathy and Patience

Good representatives empathize with customers’ concerns and approach each interaction
patiently. Understanding the customer’s perspective is especially important when resolving
complex MLS issues or addressing compliance questions.

Strong Communication Skills

Clear, concise, and friendly communication is vital. Good representatives explain MLS
policies, technical procedures, or compliance requirements in accessible language,
ensuring customers understand the next steps.

Attention to Detail

Representatives must be detail-oriented to address MLS-related inquiries accurately,
troubleshoot listing issues, and ensure data integrity. This trait is crucial for maintaining the
accuracy of MLS information and compliance standards.

Problem-Solving Ability

Good customer service reps are solution-oriented, able to identify issues quickly, and
provide practical resolutions. They anticipate customer needs and offer proactive support,
contributing to smoother interactions.

Adaptability
Given the evolving nature of MLS systems and rules, a good representative must stay
informed on updates and adapt quickly to new tools, policies, and processes.

Customer Service Best Practices
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Professionalism and Reliability

Maintaining a positive, respectful demeanor—especially in challenging situations—is
essential. Reliable representatives consistently uphold MLS policies and respect the
confidentiality and integrity of MLS data.

REQUIREMENTS FOR EFFECTIVE LISTENING IN MLS CUSTOMER
SERVICE

Focus on the Customer’s Words and Tone

Actively listen to both what the customer says and their tone to identify any frustration or
urgency. Understanding nuances helps tailor responses to the customer’s mood and
needs.

Avoid Interrupting
Allow customers to fully explain their concerns before responding, ensuring the
representative has all necessary information to address the issue accurately.

Ask Clarifying Questions

Use open-ended questions like “Can you describe the issue in more detail?” to gain a
comprehensive understanding, especially in complex MLS-related cases. Clarifying
questions helps prevent misunderstandings and ensure complete information.

Paraphrase and Summarize Key Points

Restate the customer’s main concerns back to them. For example, “So, you're experiencing
difficulty updating a listing’s status—correct?” This confirms understanding and
demonstrates attentiveness.

Be Attentive to Non-Verbal Cues (for in-person or video interactions)
In cases where non-verbal cues are visible, observe body language or facial expressions to
gauge understanding, comfort, or confusion.

Document Key Information Accurately

Record essential details during the interaction, ensuring accurate follow-up and reference
for future conversations if needed. Documentation is especially critical for compliance or
complex inquiries.

Customer Service Best Practices
© 2025 Council of Multiple Listing Services 9




Council of
Multiple Listing
Services

CMLS

Practice Patience and Emotional Control
Stay calm and composed, even if the customer is frustrated. Effective listening includes
managing emotions to maintain a respectful, solution-focused dialogue.

Customer Feedback

Feedback is critical to providing customer service. Simple ratings or detailed feedback
after customer service interactions highlight improvement areas while analyzing support
ticket trends. This helps MLS proactively update resources, fix bugs, and enhance its
products and services.

TRACKING CUSTOMER FEEDBACK

Collecting and using customer input and feedback is essential for MLS organizations to
enhance service quality, address challenges proactively, and stay aligned with the needs of
their subscribers. Here are best practices for engaging with MLS customers.

Create Multiple Channels for Feedback Collection

e Offer Diverse Feedback Channels: Encourage input through various channels,
including surveys, in-app feedback forms, customer service interactions, and social
media.

e Use Targeted Feedback Opportunities: Prompt feedback at relevant touchpoints,
such as after a support call, following a training session, or gather real-time, specific
insights.

e Ad Hoc outreach as needed to customers for feedback - through survey or phone
call.

Implement Routine Satisfaction Surveys

e Use NPS (Net Promoter Score) and CSAT (Customer Satisfaction) Surveys: Regularly
measure customer loyalty and satisfaction to gauge the overall MLS experience and
track trends over time.

e Focus on Demographic Insights: Customize surveys for customer segments (e.g.,
brokers, agents, appraisers) to gather insights unique to their MLS needs, tools, and
pain points.

Encourage Constructive Input During Customer Service Interactions

e Train Team Members to Solicit Feedback Naturally: Encourage customer service
representatives to ask for feedback during and after resolving a support ticket to
capture authentic, in-the-moment insights.

Customer Service Best Practices
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e Capture Pain Points and Suggestions for Improvement: Customer service teams
should note frequent questions or challenges that arise, as these can highlight
recurring issues or system improvements.

Use Open Channels for Customer Contributions and Ideas

e Introduce User Feedback Portals: Provide a platform (e.g., an online feedback forum)
where users can submit feature requests and see progress on popular requests.

e Encourage Input on MLS Policies and Updates: For new policies or system changes,
involve customers through polls or focus groups to gain their perspectives and buy-
in on proposed changes.

Conduct Focus Groups and Interviews for In-Depth Insights
e Organize Role-Based Focus Groups: Engage customer segments (like brokers,
administrative staff, and appraisers) in discussions about MLS challenges,
compliance, products, and data needs to enable more detailed insights.
e Hold Post-Implementation Reviews: After major system or policy updates, interview a
sample of subscribers to evaluate the effectiveness and identify areas for further
refinement.

Analyze Feedback for Trends and Actionable Insights
e Use Analytics Tools to Track Feedback Patterns: Leverage customer feedback tools to
identify common issues or improvement requests. For example, tracking the
frequency of specific support requests can indicate areas needing enhancement.
e Create Feedback Summaries for Internal Teams: Share insights and trends regularly
with MLS management, development, marketing/communication, IT, and compliance
teams to ensure feedback informs operational decisions.

Close the Loop with Customers on Feedback Actions

e Communicate Improvements Based on Feedback: Regularly update customers on
actions taken based on feedback, reinforcing that their input leads to tangible
improvements.

e Acknowledge Feedback Received: When users provide feedback, send a
confirmation (automated or personal) to thank them and explain how their feedback
will be considered.

Effectively tracking feedback is crucial for MLS customer service teams as it allows them to
gather specific and actionable insights from subscriber interactions. These insights can be
used to identify trends, address recurring issues, and enhance the overall quality of
service. By proactively responding to subscriber needs based on this feedback, customer
service teams can build stronger relationships with clients and ensure their satisfaction.

Customer Service Best Practices
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A helpdesk tracking system is a centralized and efficient platform for managing and
organizing customer inquiries, issues, and feedback across various communication

channels, including phone, email, and chat. This digital support hub empowers customer
service teams to seamlessly log, prioritize, and resolve tickets, ensuring timely responses,
data accuracy, and comprehensive insights into support metrics and trends within an MLS
setting. We will address these systems later in this best practice guide.

Key Areas of MLS Customer Service

These are the most common areas that MLS customer service teams focus on.

Subscriber Onboarding

A smooth onboarding process and efficient account management are essential to
delivering a world-class experience for MLS subscribers. Develop a comprehensive
onboarding program that includes information on MLS tools, policies, compliance, and
support resources. If possible, assign a contact for the subscriber to contact and provide
them with a customized training plan.

Subscription Changes and Account Setup

Make subscriptions easy to complete online with clear guidance and pricing. Automate the
account setup if possible so subscribers can quickly start using the MLS or update their
account. Allow subscribers to manage accounts online, including updating personal
information, reviewing billing history, managing office and team rosters, and accessing
compliance and training materials.

Billing Inquiries

Handling billing questions and calls can be challenging. It is essential to understand what
information customer service teams are authorized to access and manage, how to maintain
the confidentiality of customer financial data, and when to escalate issues to the
appropriate financial support team. They also must engage in empathy when dealing with
financial matters. It is important to comply with PCl standards- Payment Card Industry,
developed to protect cardholder information during credit card transactions. It involves
data encryption, secure data storage, and controlled access.

Customer Service Best Practices
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Technical and Product Support

Supporting MLS services and products is as essential as offering them, if not more so. Even
the best tools will be underutilized if subscribers lack guidance on using them effectively.
There is a key distinction between technical and product support: technical support helps
users navigate specific functions within the MLS system, like fixing login problems and
navigating the MLS system, while product support provides broader guidance, on how to
use the products to best align with their business goals.

Compliance and MLS Policy and Rules

Customer service teams are often the first point of contact for users with questions about
MLS rules, such as listing standards, data usage policies, and cooperation guidelines.
Providing clear explanations and guidance helps subscribers understand and adhere to
these rules, reducing potential violations.

Customer Feedback
Customer service teams must document user feedback and suggestions, helping the MLS
better understand pain points and subscriber needs.

Complaint Resolution
Establish procedures for managing complaints, escalating only if necessary and following
up to close the loop and ensure customer satisfaction.

Document Bug Fixes and Enhancements
Track and analyze reoccurring issues to identify areas where training, resources, MLS fields,
or policies may need to be adjusted.

Tools for Customer Service

A well-equipped customer service team relies on various essential tools to deliver efficient,
responsive, and high-quality service. Here are the key tools every strong customer service
team should have:

Customer Relationship Management (CRM) System

A CRM system like Salesforce or HubSpot centralizes customer information, history, and
interactions, enabling representatives to provide personalized service and track customer
needs in real-time.

Customer Service Best Practices
© 2025 Council of Multiple Listing Services 13




Council of
Multiple Listing
Services

CMLS

Help Desk and Ticketing Software
Tools like Zendesk or Freshdesk organize customer inquiries, route them to the right

customer support or another team member, and track resolution progress, ensuring timely
responses and efficient case management.

Live Chat and Messaging Tools

Apps or software, such as messaging platforms and live chat tools, enable businesses to
engage in real-time text communication with their customers. These platforms offer
features like chatbots, file sharing, and customer support ticketing systems to streamline
the communication process. By leveraging these tools, businesses can provide quick
responses, personalized assistance, and efficient issue resolution, enhancing the overall
customer experience.

Call Center and VolP Solutions

Systems that provide call routing, recording, and reporting capabilities for customer
service teams managing phone support, ensuring quality control, and training
opportunities.

Display Systems and Wallboards

Display real-time data on metrics like call queue length, average wait times, agent
availability, and service levels. Alerts customer service teams so everyone can stay
informed at a glance.

Collaboration and Internal Communication Tools
Communication platforms like Slack or Microsoft Teams facilitate quick information sharing
within the team and across departments, helping agents resolve issues faster.

Analytics and Reporting Tools

Analytics platforms within CRMs or standalone tools like Google Analytics track metrics
such as response times, customer satisfaction scores, and resolution rates. Data-driven
insights help teams continuously improve service quality.

Customer Feedback Tools

Tools like SurveyMonkey, Qualtrics, or in-app survey features help collect customer
feedback after an interaction, allowing teams to assess satisfaction and identify areas for
improvement.

Customer Service Best Practices
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Secure Payment Processing System
Safely manages online payments, protecting sensitive information like credit card details. It

encrypts data to prevent fraud, ensures payments go through correctly and keeps
customer information private during the transaction. Must be PCl-compliant.

System Monitoring Tools
Real-Time Performance Monitoring: Tools that track server and systems health, application
performance, and network latency to detect issues before they impact users.

These tools together empower customer service teams to work efficiently, handle
customer interactions seamlessly, and provide an uninterrupted, high-quality experience.
Each tool contributes to a well-rounded service approach, allowing teams to meet
customer needs, gather insights, and continuously improve the quality of service
delivered.

The Most Important Customer Service
Tool - Knowledge Base

CUSTOMER SERVICE KNOWLEDGE BASE (INTERNAL AND
EXTERNAL)

Creating and maintaining a knowledge base is crucial for organizational efficiency and
knowledge management. There are several resources and tools available that can help
MLSs set up and manage their internal knowledge base effectively. There may be different
needs for internal processes for teams versus those topics available for subscribers. A
knowledge base might be organized by products and their capabilities or MLS services.
Still, searching and offering quick solutions, compliance recommendations, and links to
additional resources should be easy.

TIPS FOR BUILDING AN MLS HELPDESK/KNOWLEDGE BASE

1. Identify Needs
a. ldentify Key Knowledge Areas: Gather existing documentation and data on
frequently asked questions across all departments.

Customer Service Best Practices
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b. Identify Existing Tools: Compile a list of tools and resources used by your
MLS.
c. ldentify policies, procedures, rules, and compliance with the key topics.
d. Identify Use Cases: Identifying use cases such as onboarding, listing
maintenance, and client collaboration.
2. Organize Content - Search Optimization
a. Create a robust search function.
b. Categorization: Group related articles into categories and subcategories for
easy navigation.
c. Hierarchy: Use an easy-to-understand hierarchy, starting with broad
categories and drilling down to more specific topics.
d. Tagging: Tagging related articles can make content searchable and easily
located.
3. Write Clear and Comprehensive Content
a. Simple Language: Use uncomplicated language that all subscribers can
understand.
b. Detailed Instructions: Provide clear, step-by-step instructions, including as
much detail as possible.
c. Templates: Use templates to maintain a consistent format across articles
d. Screenshots and Videos: Include screenshots, diagrams, and videos to
illustrate complex processes.
4. Promote Collaboration
a. Feedback: Allow subscribers to provide feedback on content within the
knowledge base.
b. Contributions: Provide a mechanism allowing subscribers to contribute and
append latest content.
c. Reviewing Process: Implement a process for reviewing and approving
content to ensure accuracy and quality.
5. Quality Control
a. Content Review: Set a schedule for reviewing content for accuracy and
validity.
b. Historical Content: Maintain a list of content changes and revisions.

Customer Service Best Practices
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Customer Service Operations

A well-structured customer service team and processes enable efficient issue resolution

and high subscriber satisfaction. Below are the best practices for creating customer service

teams, whether in-house, outsourced, remote, or hybrid, with key organization and metrics

to support ongoing improvement.

1. Define the Help Desk Structure and Staffing Model

In-House Support: In-house helpdesks allow MLSs to control service quality and
ensure support teams have direct access to internal resources and up-to-date
training. This model is ideal when MLS needs specialized knowledge or direct
engagement with subscribers.

Outsourced Support: Outsourced help desks can provide scalability, allowing MLSs
to manage high call volumes cost-effectively. However, effective communication and
training protocols are essential to ensure outsourced support teams understand
MLS-specific policies, compliance, and technical issues.

Remote Support Teams: Remote support offers flexibility in staffing, extends
support availability, and may allow for extended hours of assistance if needed. To
maintain service quality, remote staff must have secure access to systems, real-time
communication tools, and a stable technology setup.

Hybrid Approach: A hybrid combines in-house support with outsourced support
and remote. This approach allows flexibility, balances cost savings with high service
quality, and allows for a personal approach. But it required a unified communication
system and shared tools.

2. Implement Core Help Desk Processes and Documentation

Standard Operating Procedures (SOPs): Develop SOPs for common tasks, such as
managing listing errors, troubleshooting login issues, and addressing compliance
questions. Provide all in-house, remote, and outsourced staff with comprehensive
SOPs to ensure consistency and efficiency.

Escalation Protocols: Define clear escalation protocols for complex or critical issues,
specifying when and how to transfer cases to specialized teams or technical experts.
Knowledge Base Integration: Ensure support staff access a robust, regularly
updated knowledge base to streamline support interactions and provide quick
answers, reducing the time needed for case resolution.

4. Set Up Essential Tools for Efficiency and Quality Control

Ticketing System: Use a centralized ticketing system to log all interactions, track
issue resolution, and maintain records of subscriber queries. This system ensures
continuity and allows for easy follow-up.

Customer Service Best Practices
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e Communication Tools: Equip teams with communication platforms, such as chat
and video conferencing, for real-time collaboration and quick escalations, essential
for hybrid or remote setups.

¢ Monitoring and Security Protocols: Ensure remote access security protocols, such
as two-factor authentication and VPNs, are in place to protect MLS data and maintain
data privacy compliance.

OPTIMIZING CUSTOMER SERVICE - TIERED AND CROSS
TRAINED APPROACHES

There are many ways to best support your customer and no one size fits all. The two most
common approaches are a tiered and cross trained approach. The tiered model allows for
specialization, ensuring complex issues are escalated to experts, while the cross-trained
model empowers agents to resolve most issues without escalation, resulting in faster
resolutions. Both approaches have their strengths, and the choice depends on
organizational needs, customer expectations, and resource availability. Implementing best

practices for each model ensures efficient, high-quality customer service.

TIERED

Approach

Benefit

1. Define Clear Support
Tiers

Set up distinct support
levels based on issue
complexity, required
expertise, and urgency.
Common tiers: Tier 1
(basic), Tier 2 (technical),
Tier 3 (advanced).

Enables faster issue
resolution by routing
customers to the
appropriate support level
based on their needs.

2. Equip Each Tier with
Resources

Provide tools, knowledge
bases, and necessary
resources to each tier,
such as troubleshooting
guides (Tier 1) and
advanced tools (Tier 2
and Tier 3).

Ensures efficient issue
handling, reducing
unnecessary escalations.

3. Establish Smooth
Escalation Procedures

Define streamlined
escalation processes,
including criteria and
documentation for

Prevents delays, maintains
issue continuity, and
ensures smooth
transitions for escalated
cases.
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moving cases between
tiers.

4. Set Response Time
and Resolution Goals
per Tier

Set clear Service Level
Agreements (SLAs) for
each tier, with realistic
response and resolution
times based on issue
complexity and urgency.

Improves customer
satisfaction by meeting
expectations and
prioritizing urgent issues
appropriately.

5. Provide Tier-Specific
Training

Offer targeted training for
each tier, such as
troubleshooting skills for
Tier 1 and technical
expertise for Tier 2 and
Tier 3.

Prepares agents to
effectively manage tier-
specific issues, reducing
errors and enhancing
customer satisfaction.

6. Automate Tier
Assignment for
Efficiency

Use automation to
categorize and route
tickets based on
keywords, customer data,
or self-selection by
customers.

Speeds up the initial
response process and
ensures accurate routing
without manual
intervention.

7. Empower with Self
Service Options

Provide access to
knowledge bases, FAQs,
and troubleshooting
guides to share with
customers.

Helps resolve simple
issues quickly, reducing
workload on higher tiers
and encouraging
customer self-service

8. Allow Flexibility for
Customer Escalations

Enable customers to
escalate directly to higher
support tiers if their issue
is urgent or complex.

Improves customer
satisfaction by offering an
express lane for critical
issues, reducing
frustration.

9. Review and Adjust
Support Levels

Periodically analyze ticket
data to adjust support
levels based on common
escalations or emerging
customer needs.

Ensures that support
levels remain aligned with
actual demand and
evolving issues,
optimizing resource
allocation.
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10.Use Feedback to Gather feedback from Refines the support

Improve Tier
Effectiveness

agents and customers on
the effectiveness of each
tier and adjust based on

insights.

structure over time,
enhancing overall
efficiency and
effectiveness of the
customer support system.

CROSS-TRAIN

Approach

Benefit

1. Investin
Comprehensive Cross
Training

Train representatives
across product
knowledge, technical
skills, and customer
service techniques, with
regular refreshers.

Equips reps to manage
various issues, minimizing
escalations and ensuring
faster customer
resolutions.

2. Use Knowledge Rich
Support Platform

Implement a centralized
knowledge base
accessible to all including
troubleshooting guides,
FAQs, and solutions.

Ensures everyone can
resolve issues
independently, leading to
faster, more efficient
resolutions.

3. Empower to Make
Decisions

Make decisions on
resolutions, discounts, or
exceptions within
guidelines, without
needing supervisor
approval.

Reduces customer wait
times, enhances job
satisfaction, and builds
customer trust.

4. Implement Rotational
Learning & Skill
Enhancement

Establish regular skill-
sharing sessions and job
rotations to enhance
familiarity with complex
tasks.

Improves versatility and
knowledge through
hands-on experience,
keeping the team well-
rounded.

5. Standardize Support
Processes for
Consistency

Develop clear,
standardized processes
for handling inquiries and
complex scenarios.

Ensures consistency in
service quality and

minimizes variations in
customer experience.
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6. Implement Real Time
Collaboration Tools

Use internal chat or
collaboration tools to
allow reps to quickly seek
guidance from team
members or specialists.

Enables instant support
within the team, resolving
complex issues without
formal escalation and
building team knowledge.

7. Collect and Share
Feedback for
Continuous
Improvement

Gather feedback on
common issues and
complex cases to update
training materials and the
knowledge base.

Fosters continuous
improvement and
knowledge-sharing,
helping agents resolve
more issues
independently.

8. Monitor and
Recognize
Performance Across

Multiple Skills

Track and reward agent

performance in handling
diverse issues, focusing

on customer satisfaction
and resolution speed.

Encourages to own
complex issues,
reinforcing the value of
cross-training and
rewarding versatility.

9. Foster a Customer
Centric Mindset

Emphasize taking full
ownership of the
customer’s experience
from start to finish,
prioritizing complete
resolution over handoffs.

Builds customer trust,
enhances satisfaction, and
empowers agents to take
pride in providing
complete support.

10.Periodic Skills
Assessment and
Refresher Training

Conduct regular
assessments of skills to
identify areas for
additional training or
updates.

Maintains high service
standards and ensures
proficiency as products or
services evolve.

PROS & CONS OF EACH

You need to assess what works best for your organization when deciding whether to

implement support tiers or not. One drawback of tiered systems is that calls are sometimes
escalated to the next level simply to meet performance metrics, which can negatively
impact the quality of support. This approach often prioritizes speed over resolution,
sacrificing the customer experience in the process. Both approaches have their strengths,
and the choice depends on organizational needs, customer expectations, and resource
availability. Implementing best practices for each model ensures efficient, high-quality
customer service.
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Customer Service Measuring Success

Measuring the right metrics and KPIs (Key Performance Indicators) is crucial for MLS
customer service teams to assess help desk effectiveness, identify areas for improvement,
and enhance overall subscriber satisfaction. Here is a best practice guide for defining and
monitoring essential help desk metrics.

First Call Resolution (FCR) Rate

Definition: The percentage of inquiries resolved on the first contact without follow-
up required.

Why It Matters: A high FCR rate indicates that MLS support staff are well-trained,
able to quickly address issues, and provide effective solutions, which boosts
customer satisfaction.

Target Goal: Aim for an FCR rate above 80%.

Average Response Time (ART)

Definition: The average time to initially respond to subscriber inquiries across all
channels (phone, email, chat).

Why It Matters: Quick response times show that MLS is attentive to subscriber
needs and values their time, positively impacting user experience.

Target Goal: Set channel-specific goals, such as under 1 minute for live chat, within
30 seconds for phone support, and under 4 hours for email responses.

Average Resolution Time (ART)

Definition: The average time required to fully resolve a ticket from when it is opened
to when it is closed.

Why It Matters: Tracking resolution time helps address issues efficiently. Reducing
resolution time improves subscriber experience and can highlight opportunities to
streamline processes. This also allows the team to be adequately staffed.

Target Goal: Establish resolution time goals based on issue complexity, such as
immediate resolution for simple support or request, under 4 hours for technical
issues, and 2-4 hours for complex compliance questions.

Customer Satisfaction (CSAT) Score

Definition: A metric gathered from post-interaction surveys where subscribers rate
their satisfaction with the support received.

Why It Matters: CSAT directly reflects the quality of the help desk experience from
the subscriber’s perspective and helps identify areas for improvement.

Target Goal: Aim for an average CSAT score of 85% or higher, with consistent follow-
ups on negative feedback to address concerns.

Customer Service Best Practices
© 2025 Council of Multiple Listing Services 22




Council of
Multiple Listing
Services

CMLS

Ticket Volume and Trends

e Definition: The total number of tickets received and resolved over a given period,
along with patterns in ticket types (e.g., billing, technical, compliance).

e Why It Matters: Monitoring ticket volume helps the MLS team allocate resources
effectively and reveals high-demand topics that may benefit from self-service
resources or additional training.

e Target Goal: Track monthly ticket volume and identify seasonal or cyclical trends to
proactively adjust staffing and resources.

Escalation Rate

o Definition: The percentage of tickets escalated from first-line support to specialized
teams or higher-level agents.

e Why It Matters: A high escalation rate can indicate knowledge gaps or insufficient
training, while a low rate suggests that front-line staff are equipped to manage most
inquiries.

e Target Goal: Keep the escalation rate below 10% by training staff on complex issues
and providing access to resources that support resolution at the first level.

Call Abandonment Rate
e Definition: The percentage of subscribers who hang up before speaking with an
agent, indicating potential issues with wait times.
¢ Why It Matters: A high abandonment rate suggests long wait times or frustration
with the support process, which can lead to dissatisfaction.
e Target Goal: Maintain an abandonment rate below 5% by optimizing response
times, increasing staffing during peak hours, and providing wait-time estimates.

Agent Utilization Rate
e Definition: The percentage of time support agents spend actively resolving tickets
versus idle or administrative time.
e Why It Matters: Tracking agent utilization helps MLS manage staffing levels
efficiently, ensuring that agents are neither overburdened nor underutilized.
e Target Goal: Aim for an agent utilization rate of around 70-80%, balancing workload
to avoid burnout while maximizing productivity.

Net Promoter Score (NPS)
e Definition: A metric that gauge’s customer loyalty by asking subscribers how likely
they are to recommend the MLS service to others.
e Why It Matters: NPS provides insight into overall customer satisfaction and loyalty,
indicating how well the MLS meets subscriber needs.
e Target Goal: Strive for an NPS of 50 or higher, with action plans for improving
customer experience if scores fall below this benchmark.
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Conclusion

The foundation of exceptional MLS customer service lies in creating a customer-centric
culture that emphasizes proactive support, active listening, and empowerment of both
internal teams and external clients.

By establishing a clear philosophy centered on empathy, problem-solving, and
adaptability, MLS organizations can enhance subscriber satisfaction and build long-lasting
relationships.

Cross-training agents and equipping them with the tools and resources to address a wide
range of inquiries efficiently leads to faster resolutions, fewer escalations, and a more
consistent customer experience. Additionally, embracing modern support tools like CRMs,
help desks, and real-time analytics ensures that agents are well-prepared to meet
customer needs while continuously improving service quality.

By regularly gathering feedback, maintaining transparency, and being flexible to industry
changes, MLS organizations can stay ahead of customer expectations and foster a culture
of continuous improvement. In doing so, MLS customer service becomes a vital driver of
business growth, customer loyalty, and operational excellence.
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