MetricSherpa

Results Shapshot Template

Purpose: A Results Snapshot Template provides a concise, visually appealing
summary of project outcomes, key metrics, and business impacts. It's designed to
showcase progress, communicate success to stakeholders, and build a case for
future investment.

Project Overview
Project Name:
Project Lead:
Start Date: End Date:

Primary Goal:
A clear, outcome-focused project objective (e.g., "Reduce customer wait times by
15% in 90 days to improve service efficiency and customer satisfaction.")

Key Metrics Summary (Before & After)

Baseline Result
Metric % Change/lmpact
(Before) (After) 9 P
Customer o o o
Satisfaction (CSAT) 75% 88% +13%
Net Promoter Score .
(NPS) 40 65 +25 points
First Contact o o o
Resolution (FCR) 70% 85% +15%
Average Handle . . o
Time (AHT) 9 minutes 6 minutes 33%
Customer
. 200/month 120/month -40%
Complaints
Revenue Growth $500K $600K +20%
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Key Results Highlights

What We Improved:
e Reduced Wait Times: Decreased average customer wait time from 8 minutes to 4
minutes.
* Increased Retention: Customer churn dropped by 18% following process
improvements.
» Higher Efficiency: Reduced repeat calls by 25% through better agent support
tools.

What Drove Success:
e Automated appointment scheduling

e Agent training on issue resolution
e Streamlined product return process

Customer Feedback & Testimonials

“The new check-in process is seamless! It used to take forever, but now it’s quick
and efficient.”

— Verified Customer

“Your customer service team resolved my issue on the first call. Excellent
experience!”

— NPS Survey Respondent

Business Impact Summary

Saved $75,000/year by

(o} tional Savi i
perational Savings reducing call transfers

Reduced operational costs

Customer Retention Improved customer loyalty by Increased customer lifetime
20% value
)
Revenue Growth Boosted sales by 15% Improved revenue
through repeat purchases performance

Reduced agent idle time by

35% Increased service capacity
(]

Employee Productivity
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Next Steps & Recommendations

1.Expand the Pilot: Roll out the solution company-wide.

2.Invest in Automation: Explore Al-powered customer service tools for scalability.
3.0ngoing Training: Provide continuous agent training to maintain quality standards.
4.Revisit Metrics Monthly: Conduct quarterly reviews to ensure sustained results.

Visual Dashboard (Optional)

Suggested Graphs or Charts:

e Bar Graph: Before/After comparisons for top metrics (e.g., CSAT, NPS, Wait Time).
e Line Chart: Trend of key metrics over time.
e Pie Chart: Breakdown of resolved vs. unresolved issues.

Final Snapshot Summary

* Project Goals Met or Exceeded
¢ Quantifiable Business Impact

e Clear ROl Demonstrated

* Next Steps Identified

How to Use This Template:
* For Executive Briefings: Present a high-level summary of the project’s success.
¢ For Internal Teams: Celebrate wins and build momentum.
e For Case Studies or Marketing: Showcase customer-facing results and industry
leadership.

This Results Snapshot Template ensures that CX project outcomes are clear,
compelling, and actionable.
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