
Checklist of Tips For Creating a Point of
Contact

#1. Define Objectives
Clearly articulate the purpose of the point of contact. Is it primarily for customer support, sales
inquiries, technical assistance, or something else? The defined objectives should align with the
overall business goals and customer needs.

Set specific goals and key performance indicators (KPIs) to measure the point of contact's
success. For example, aim to achieve a certain response time, customer satisfaction score,
conversion rate, or resolution time for technical issues.

#2. Identify Target Audience
Conduct market research or gather insights from existing customers to understand their
demographics, preferences, and communication habits. This can be achieved through surveys,
feedback forms, or data analysis.

Segment your audience based on age, location, industry, or specific needs to tailor the point of
contact to their unique requirements. By understanding the diverse needs of different customer
segments, you can personalize the point of contact to provide a more relevant and effective
interaction for each group.

#3. Train Staff
Provide comprehensive training to staff members interacting with stakeholders through
the point of contact. This training should cover product knowledge, communication
skills, conflict resolution, and relevant policies or procedures. Offer ongoing support and
coaching to help staff members continuously improve their performance and
effectiveness.

#4. Choose Appropriate Channels



When selecting communication channels, it's important to consider the nature of your audience
and the types of interactions they prefer. For instance, younger demographics may lean towards
social media or chat support, while older audiences prefer phone or email.

Additionally, it's crucial to evaluate the capabilities of different communication channels and
select the ones that best align with your objectives and available resources.

#5. Ensure Accessibility

To ensure accessibility, it's important to make it easy for stakeholders to find and access the
point of contact. This can be achieved by prominently displaying contact information on your
website, social media profiles, or other relevant platforms.

Furthermore, it's essential to ensure that contact methods are user-friendly and accessible to
individuals with disabilities. This may involve providing alternative formats for visually impaired
users and ensuring that your communication channels comply with accessibility standards.

#6. Establish Response Protocols

Developing clear guidelines and protocols for responding to inquiries or issues received through
the point of contact is crucial. This involves defining response times, prioritization criteria, and
escalation procedures for handling complex or urgent matters. It is essential to ensure that staff
members are familiar with these protocols and adhere to them consistently to provide
stakeholders with a seamless and efficient experience.

#7. Personalize Interactions

Tailoring interactions with stakeholders is key to making them feel valued and understood. This
can be achieved by addressing stakeholders by name, referencing previous interactions or
purchases, and customizing responses based on their specific needs or preferences. It's
important to use data and insights gathered from previous interactions to personalize future
interactions and anticipate stakeholders' needs proactively.

#8. Gather Feedback

It is essential to implement mechanisms for collecting feedback from stakeholders about their
experiences with the point of contact. This could include post-interaction surveys, feedback
forms, or direct inquiries. Analyzing feedback data regularly helps identify trends, uncover areas



for improvement, and make informed decisions about enhancements or adjustments to the point
of contact.

#9. Monitor Performance

Continuous monitoring of the point of contact's performance using relevant metrics and KPIs is
necessary. This may include tracking metrics such as response times, resolution rates,
customer satisfaction scores, and feedback trends. It is crucial to use performance data to
identify strengths and weaknesses, diagnose bottlenecks or inefficiencies, and make
data-driven decisions to optimize the point of contact's performance.

#10. Iterate and Improve

Using insights gathered from feedback and performance data to improve the point of contact
over time iteratively is important. This may involve implementing changes, updates, or
enhancements to address pain points, optimize processes, or introduce new features. It's also
beneficial to solicit input from stakeholders and involve relevant stakeholders in the
improvement process to ensure that changes align with their needs and expectations.


