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ñCustomer Serviceò  

My Intended Results 

1.Clear up any confusion about what 

customer service really is. 

2.Define when you are a ñcustomerò, a 

ñsupplierò or ñstakeholderò. 

3.Create a breakthrough in customer 

service with you,  your customers, and 

each other. 



Pre-work 

ÅGet into groups of  three  

Å(two people you donõt 
know, donõt work with, or 

are ôstrangersõ to you) 



Introduce yourselves  

1.Your full name? 

2.Where were you born? 

3.One unique thing 

about yourself ? 



C/S Questions 

1. When are you the ócustomerô? 
 

2. Who creates a great ócustomer 
experienceò for you? (Target, 
Apple, Starbucks, etc.) most 
memorable ? 

 
1. Why? (what makes you happy?) 



ñCustomer Serviceò 

ÅProviding the ôcustomerõ with 
òserviceó before, during, and after the 

customer/supplier transaction  
ÅProcess-driven 
ÅExperiential (emotional)  
ÅIndividual (subjective)  
ÅRequires skill & commitment  
ÅManagement & Leadership 

 



òCustomeró  
ÅThe person or group RECEIVING the products 

or services  

Å(usually in exchange for money) 

ÅBuyer  

ÅPatron  

ÅShopper  

ÅClient  

ÅPatient  



òSupplieró  

ÅThe person or group PROVIDING the products 
or services  

Å(usually in exchange for money) 

ÅProvider  

ÅContributor  

ÅDonor  

ÅSource  

ÅService provider  
 



1985 Michael Porter  
ÅñCompetitive Advantage: Creating and Sustaining 
Superior Performanceò 

ÅBest seller 

ÅKey Concepts 

ſValue Chain  

ſValue streams  

ſCustomers & Suppliers  

 

ÅCustomer/Supplier Model  
 



Customer/Supplier Model  
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Customer/Supplier Model 
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Customer/Supplier Never Change 

relationships in this Process 
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One process-one relationship  

S
u

p
p

lie
r

 

LARRY 
Vera/Jennifer 

Voice of 
Customer 

JIM  

Customer Service Training Process  

REQUIREMENTS 

Feedback 


