Your busmess
relationships




NCust omer Service

My Intended Results

1.Clear up any confusion about what
customer service really Is.

2Defi ne when you ar e
Nsuppli ero or nstake

3.Create a breakthrough in customer
service with you, your customers, and
each other.



Pre-work

/Get into groups of three
Atwo peopl e
Kknow, donot \
are Ostrange



Introduce-yourselves

1.Your full name?
2 Where were you born?

3.0ne unigque thing
about yourself ?



C/S Questions

1. When are you the 0

2ZWho creates a gr
experienceo for
Apple, Starbucks, etc.) most
memorable ?

e a
y o

1. Why? (what makes you happy?)



NCust omer Service

AProviding the o6cus
oserviceodo befor e,

customer/supplier transaction
AProcessdriven
AExperiential (emotional)
Alndividual (subjective)
ARequires skill & commitment
AManagement & Leadership




oCustomers

AThe person or group RECEIVING the products
or services

A(usually in exchange for money)
ABuyer

APatron

AShopper

AClient

APatient



oSupplier ¢

AThe person or group PROVIDING the products
or services

A(usually in exchange for money)
AProvider

AContributor
ADonor

ASource
AService provider



1985 Michael Porter

AiCompetitive Advantage: C
Superi or Performanceo

ABest seller

AKey Concepts

- Value:Chain

- Value:streams

- Customers & Suppliers

ACustomer/Supplier/Model



Customer/Supplier Model

@ @



Customer/Supplier Model

ARequirements
AExpectations

ANants

—




Customer/Supplier Model

ARequirements
AExpectations

ANants

Products/Seﬁice



—
Customer/Supplier Model

ARequirements
AExpectations

ANants

# 2

Supplier Products/Seﬁice customer

# 3
Feedback




Customer/Supplier Model

Re

Worksho
D

v'\pd/
Feedback

NJdJl mos Cust omer Servi c
Processo




Customer/Supplier- Never Change
relationships in thiS: Process

/ﬂﬁm-em\

Feedback

Customer Service Training Process 4



One process-one relationship

REQUIREMEN L&

v \era/dennif
\oice of

Customer Service Training Process
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