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Welcome to CSBA
We're for better customer experiences`
BOOK A MEETING

	
  



	
  



	
  



	
  



	
  




  

    


















25 Years Experience










Benchmarking










Complete Customer Experience Solutions










Results Focused















At CSBA we help businesses and organisations create better customer experiences – through best-practice, independent and specialised customer experience:




















Strategy



Creating better customer experiences starts with strategy and planning. Through our CX strategy and consulting work we help you become more customer-centric. more...

  






Research



Working closely with you, we design your research program to ensure that it provides the data and insights you need to inform your planning and decision making. more...

  






Quality Assurance



An essential for any customer-centric business, our robust, independent QA programs deliver the insight you need to do better and be better for customers. more...

  






Training



Embraced by many of Australia’s leading organisations, our CX training programs and workshops help your people create better customer experiences. more...

  





















Independent, Experienced and Trusted
Over the last twenty five years we’ve helped hundreds of Australian organisations deliver better customer experiences

– from big name brands, to government and tertiary institutions, utilities providers and everything in between.


































































































































































































Learn more about CSBA

   

















	





What Makes Good Customer ExperienceNOW PLAYING



	





Wyndham Council Training TestimonialNOW PLAYING



	





Introducing the CSBA Voice of Customer DashboardNOW PLAYING






















Latest News




News and Media
 February 22, 2024 New year, good time to strengthen your retirement income strategy


There’s something about the start of a new year that gives us the impetus to make a change. Often, the…
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News and Media
 February 16, 2024 CSBA Quarterly Agent Awards | October – December 2023


Celebrating the work of those on the front line of customer service   Going above and beyond: Individuals taking CX…
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News and Media
 January 9, 2024 Internal vs External QA: The Value of Objectivity


As published in the latest edition of Contact Centre Magazine.   Successful customer-centric businesses understand the critical role played by…
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Customer Experience Company FAQs



What is customer experience? 

Customer experience covers all the interactions a customer has with an organisation, for the entirety of their relationship with that organisation.



What's the difference between customer experience and customer service?

While customer experience covers all the interactions a customer has with an organisation, customer service is just one part of that whole customer journey.



What is an example of good customer experience?

A good customer experience is one where has a seamless interaction, where the expectations are met. A good customer experience may be one that encompasses elements of being easy, fast, personable, informative, empathetic, proactive, empowering and transparent, just to name a few.



What is an example of bad customer experience? 

Bad customer experiences occur when a business or organisation fails to meet a customer’s expectations. There are a multitude of reasons this may occur but some may include frustration with automated systems, long wait times, being transferred multiple times, unfriendly or negative responses and attitudes of staff, a lack of empathy from staff, not providing enough information or relevant information, having to repeat information multiple times, and the list goes on.



What is they key to good customer experience?

Ensuring a customer’s needs are central to every interaction they may have throughout their journey with your business is fundamental to ensuring a good customer experience.



Why is Customer Experience critical to a business? 

The way customers feel about a business or organisation is directly related to loyalty, retention, reputation and attracting new customers. Companies who prioritise and invest in Customer Experience have a competitive advantage over those who don’t. It is too easy to find an alternative, and just one bad experience is often enough for a customer to want to switch, which these days is extremely easy to do.



   

















Working with you and for you
We’re inclusive and collaborative and look to work with you and for you – to help you create better customer experiences.


Learn more about CSBA

   






“
‘We’re operating in a competitive environment. Being able to see how we compare to our competitors is really powerful’ 
Jane CorkhillManager Customer Services | Actew AGL
“
‘In just 6 months we went from being in the middle of the pack in our sector, to the top 10% – It is a real success story!’ 
Doug LucasProgram Manager, Customer Strategy













Want to explore how CSBA can help you create better experiences for your customers?





Get in touch

   







































 

 




HEAD OFFICE

 
 Level 35/477 Collins St, Melbourne VIC 3000 


 
  +61 3 9605 4900


 
  info@csba.com.au
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