











Measuring Impact

Any system without an ability to measure its effectiveness is useless. VeriSupport recognizes this and has

provided a robust, dynamic back-end system for a company’s designated Support Ranking (SR) administrator.

A Commitment to Excellence

Signing-up for VeriSupport’s Support-Ranking (SR) system demonstrates a company’s commitment to its
customers and their online experience. But showing a SR Score Certificate on a website is not enough given that
membership in the Support-Ranking system involves continual monitoring and updating of the SR score.

Companies must dedicate themselves to ensuring that their company engenders customer confidence.

The Support-Ranking (SR) program provides a suite of tools, in a robust, secure back-end administration

system (the SR Score Management System), for companies to continually track and assess their SR score.

One of the core tools in this suite is the customer-response tool. Each customer feedback or support request
submitted through the SR Score Certificate on a company’s website is logged into their Support-Ranking (SR)
Program database. In the case of support requests, the company is required to respond to the customer’s request

within 3 days of receiving the initial message. Failing to do so will adversely impact the SR score.

Increasing Trust

Communicating just a “trust score” to customers isn’t enough. People want to see that companies are
committed long-term to building and sustaining the trust they have with their customers. To help companies
communicate this commitment, VeriSupport includes a comprehensive “score history” allowing users and customers
to see how a company has either maintained or improved their score. When users click on the SR Score Certificate,

they will be able to access not only the factors that make up the current score but also previous scores4.

The Bottom Line

Although at this time the VeriSupport Support-Ranking (SR) program does not offer a direct link between the
SR score and revenue impact, part of the future of the program will be to enable companies to understand the impact
of improved confidence on their bottom line. From better cart-conversion in an online store to increased stickiness,
repeat visits, and word-of-mouth referrals, the ACE engine and other proprietary Support-Ranking (SR) technologies
will be  continually improved to enable companies tighter integration with processes that improve the relationship

with their customers.

4VeriSupport plans on enabling a graphical representation of this historical data (i.e., a graph) to visually

communicate a company’s progress, month-over-month, to building and maintaining online-trust factors.



Conclusion

It is clear that there are numerous issues complicating the confidence users have with the companies that
vie for their business. From security to responsiveness of representatives to commitment to customer requests and

feedback, customers are fraught with issues and challenges that may keep them from embracing your company.

And the impact goes beyond just the immediate user as well. Given that users only deal with companies
they trust, it could be easily surmised that they only recommend companies they trust as well. So a company with
an inadequate level of customer confidence may not only be losing out on immediate sales but also long-term

customer growth.

Confidence is a critical component of a company’s success and companies must take whatever means they
can to ensure that the confidence is not only established but maintained over time. It's a long-term strategy and
commitment that has to be communicated to customers throughout their experience with a company...whether

online or offline.

VeriSupport’s innovative and proprietary Support-Ranking (SR) system does just that. By capturing the
critical factors representing customer confidence—support, security, and reliability—companies can demonstrate to
their customers a commitment both before and after a transaction. Combined with powerful back-end tools,
companies can also take an active role in the customer confidence they build, ensuring that confidence is continually

monitored and improved over time.



Additional Information

http://www.mycustomer.com/cgi-bin/item.cgi?id=134151&u=pnd&m=phnd
http://corporate.lexisnexis.com/news/marketing,branding/cat300001_doc939829403.html
http://www.tamingthebeast.net/tools/business-security-certifications.htm
http://datalossdb.org/
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