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Awards submission and judging criteria:
Please respond to questions below and explain the department’s / organization’s performance and why you feel the organization should be considered for the relevant award category. 
The four topic areas are based on the International Customer Service Standard (ICSS: 2020-2025): we would recommend reviewing this as a way of familiarizing yourself with some of the issues and factors that may be considered in judging the nominations. Where possible, provide specific examples. 
[bookmark: _GoBack]There is a maximum word count of 2500 words. Any accompanying documentation or collateral that you feel is relevant is not included in this word count and can be uploaded on with your online application. Please complete the required online application and attach this completed nomination form, along with any additional supporting evidence.
2020 Awards submissions are due on or before COB September 4th, 2020. Awards judging will take place from late September until mid-December 2020.
NOTE FOR PREVIOUS AWARD WINNERS IN 2018 AND/OR 2019:
YOU WILL NOT NEED TO COMPLETE THE QUESTIONS BELOW, AS YOU HAVE COMPLETED SOME ITERATION OF THEM PREVIOUSLY. IN YOUR SUBMISSION, PLEASE USE BLANK PAGES AT THE END AND INCLUDE ANY UPDATES/CHANGES TO PREVIOUSLY SUBMITTED MATERIAL.  





	1. Service

	How does the organization use customer satisfaction research activities? What processes are used to communicate and utilize the results of these activities in regards to improving customer experience?  
Enter response here.
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Complete the online application and upload this completed nomination
on or before September 4, 2020

	Service cont’d.

	How has customer service performance of the organization changed over time? Provide examples of how customer experience drives business decisions.  
Enter response here.

	








	Service cont’d.

	What is the culture of the organization? Is it customer centric? How is the culture demonstrated and embodied?  


Enter response here.








Enter response here.

	2.  Financial & Governance 

	Does the organization have a strategy for business growth? How is customer experience considered in this strategy? Explain. 








	Financial & Governance cont’d.

	How does the organization support the belief that exceptional customer experience leads to increasing revenue and profitability?Enter response here.








Enter response here.

	Financial & Governance cont’d.

	Is there a focus on, and process for, understanding the ROI for projects linked to improving customer experience?







Enter response here.

	Financial & Governance cont’d.

	Does the organization invest in improving customer experience? Provide recent examples or current projects.






	3. Operational  

	How does the organization maintain predictability and consistency in the customer service delivery process?


Enter response here.





	Operational cont’d.

	What systems and technologies are used for customer service delivery and to improve experiences? How has customer experience been measured to determine the success of these systems?


Enter response here.





	4.  Learning and Growth 

	Explain how employee satisfaction surveys are used. How are the results of these surveys communicated and actioned?


Enter response here.






	Learning and Growth cont’d.

	What is the process used for determining and developing employee competence?


Enter response here.





	Learning and Growth cont’d.

	How are staff rewarded and recognized for their work? What is the process for determining this recognition?


Enter response here.





	Learning and Growth cont’d.

	How are team members measured, coached, and trained around customer experience throughout the organization? 


Enter response here.






	Previous Award Winner (2017, 2018 or 2019 winners) Submission Area ONLY

	[bookmark: PreviousWinners]Include any changes, updates, projects you would like to update since your last submission. 


Enter response here.


Complete the online application and upload this completed nomination
on or before September 4, 2020
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