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Methods

Understand
your
customers,
consumers and
supply chain

1 c%ﬁﬂ!ﬂégﬂmmﬁigga&ﬂiﬁﬁm your products or senvices. Gonsider potantial

Eﬂmi!%tﬂi—ﬁ _-.__.—.mmgnquegnﬁ your online catslogue or mai-outs. Also consider potentisl
for new or varied progue AUEES the full spettrum of your “cistomers” and comminicate soross 2
staff-and ieams gﬁgaﬁﬁuﬁm Ein.&_ﬂ!..ﬁmﬂ training workshops)

2. Don't Imit your understanding of customers to externsl purchasers. Many purchases are made forresale or other

end users ey famiy members and buyers of assembled products and services, Mostinternal staffand teams tend to
be both customers snd providers of ons form or another {Docement 3l customers and providers in & production line ar

service process, and target them all with the same efficiency and respect)

e

3. Supphy chains extend on the production line, i al suppliers, contractors and intemsl senvicaor
support sikos, often cross E{Eﬂ%igﬁ g%!wgge se Vizio, LEAN
tools - Eﬂgaq%gtgs&ﬂﬂmg%ﬁ%%!ﬂﬁmﬂ%ﬁ
process improvement and cost savings)

Know Your
Customers

Understand
your customer
needs

1. Whsat are your customer requirsments and nesds in terms of product, quality | service and post sales support?
{Usecustomer surveys, shont and detailed, forms.and ondiee)

2. What doss your customer expect a5 part of the defivery package?  YWhat is the customer prepared to pay forin
terms of added value. Undearstand and minimise internal non-vaee procssses and costs that annoy the customer.

{Burveys and VSMs)

3. Pro-actively se=k and provide valis added services, product options, support, information and customer cars
beyond the nesds and specifications. This generally “delights™ and improves the customer expenience and sharsd
stonies. {Use surveys and total staff engsgement | brainstorming, suggestions forinnovative solutions)

Understand
your market
opportunities

1. Investin market reseanch and imaginative, multi-level customer surveys. (Collect and analyse Gustomer and

market data and trends, including complaints and negative feedback. Use qualtative and guanifiative data to generate

use repeits and trend data).

2. Valve and support your existing customers, providing unexpected sdded vaiwe snd innovation to defight. Establis
and nurture customers as “partners” and references. {Use VOO — Voice of the Customer, and customer "wish lists” tor

reslise potential

h

3. Continually review both your aging products Eﬁ%nﬂ% and compane with your competition.  [5at
aggressive Visions targets with matching Missionand Customer Service Flans):

Staff

Valued

Customer

Centricity

Customer Centricity

By applying inspiration, integrity and integration to

the planning and management of Customer
Service, a company will automatically be applying
appropriate, best practice and methods in their

Business Process Improvement strategy.
survey scorecard, but approach a new benchmark

Furthermore, the Customer Experience pendulum
of- Outstanding

will start swinging to the Excellent end of the
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Know your
Customers

Uinderstand yoursustomers, consumers and supply chain
Understand yourcustomer needs
Undersiand your masket and oppordunities

 Align Staff

Valkse and treat vour statf the same a8 your cusiomers
Engsge, enable and empower siaff o delight the cuslomer
Design ook and processas to add value 1o tha cusiommar,
eirmating waste. dupication and delays

bk

Make Custamer Surseys constant, 2-way and intersctive
Review HP| daghboards snd repors daiy on customer likes,
nieads and pain points

Frosctivaly provide solutions snd valus-add impmvernenis to
sarvices and producis

Imvohva all staff, including back-office in focused Customar
Semvice and Process improvement

Fravide angomyg staff development, skills and knowiedge far
jolb rolas, customer sandice and continuous improvement
Recognise and reward steff and teams for achievemanis,
improvements and innovation

1. Walue and treat your staffthe same as your cusiomerns

2. Engsape. enaidle and empowersiaff to resoive problems and
dalight tha customer

3. Design and test tools and processes thatadd value to the

custermer, eliminsting waste snd defects

Define achievable staff performance KPlswith employes input
and agreement

Review dashboards and reporns daily on customer Bkes, needs
and pain points

Proactively provide solutions and value-add imgrovements 1o
sendoes and produsts

1, UseLEAM methods {o elimnate prooess wasie, defects and

nom-vaue

2. Emirench daily Continuous Improvement practices
3. Focusogn the Customer when desgning new processes and

products,

the Customer

2. Engage allstaffin the Cuslomer Senice Plan, with visila
Executive suppert

3. Design ook and processes proacively to sdd value to the
susiomer, aiminating wasie and defects

1. SetVision and Mssion priosities thatae nm::!m?m.unr@wng

1, Condinually messura sanvice and produtt pefarmance and

wanation at tearm and manasgement levals

2. Regulery review and acton sf pedommance dashboamsand

repars for sarvices. processes, products, teams, Customer
Senica Plans, Quality Managerment snd Business Improvemant

3. Bukd Custemner Relations Management with mtegrity, as

partnerships with 2-way “open book” sharing of metrics

— Customer Service
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