Better, Faster, Different...
delivering superior service

We desperately need front-line enployees to step up and
care for custoners. The cost of |osing custoners is too
great to live with poor front-line performance or apathy.
In this presentation Rick uses his vast experience talking
with enployees to notivate themto take a personal role in
serving a conpany’s custoners. Hi s hunorous, yet sincere
styl e makes a strong connection with front-1ine audi ences.

The Business |ssues
0 Characteristics of the custoner revol ution
o Wiy choose you? | mpl i cati ons of an over
capacity market pl ace
o Wiat’'s in it for you? Building a resune on
servi ce performance

Thi nk Li ke A Custoner
o Be the custoner...understand exactly how t he
custoner “feels” as a result of doing business
wi th you.
o Custonmer inpression points...the explicit,
inmplicit, and trivial issues that inpact the
custoner’s inpression on your conpany.

Brilliant at the Basics

0 Service or “services?”’

o Right product, right tinme, right place, right
way...the inportance of daily, routine, excellence
in what we do.

0 Attention to details...elimnate “coffee stains.”

B, F, D
0o Beyond the basics... how to becone better,
faster, and different in the eyes of the custoner
o Easy to do business with...personal responsibility
for taking care of custoners.

Remar kabl e Recovery
o Conplaints as opportunities
0 Recovery as “selling” to existing custoners!



