Framework for Great Customer Service

Some Questions an Organization Might Ask*

Jim Dezieck

1. Leadership.

What evidence do we have that our leaders value customer service?

Examples: Vision statement, Attention Paid Regularly through Speeches, and solutions to the following questions on this paper.

2. Service Quality Information System.


How many people in this organization have access to regular customer feedback that tells them how we are doing in the areas that are most important to the customer?

Real time feedback

Use of Evaluative Tools

Effective Management and Access to Feedback Information including evaluations, customer requests, and breakdown information.

3. Strategy

Do we organize our resources to provide –


Service Reliability – service upon a schedule that the customer perceives as reliable.


Service Surprise – a “something extra” that adds value to our customer encounter in a way that is both appreciated and unique to working with us.


Service Recovery – a procedure to recovery customer loyalty/appreciation when our service breaks down or a customer is otherwise put out (something that recovers the original service and offers something extra that assures the customer of our commitment to them and to getting it right the first time.)


Service Fairness --  a policy that customers can know that ensures them that they are treated fairly in terms of their place in line for receiving service, that the quality of service that they receive is as promised, and that the customer otherwise feels fairly treated compared to our contract with them and the service other customers receive.

4. Structure. 

Do we have networks/groups/teams in our organization sufficient to champion and advance our customer service strategy and goals? And do these groups advance that in a way that puts responsibility and commitment in each person throughout the organization rather than hold onto all of that responsibility themselves?

5. Technology. 

Is our technology supporting our customer service goals effectively?

6.    People.

       When we hire do we give customer service ability/potential sufficient attention?


        Do we provide our people with knowledge about our customer service values and goals, with customer service skills and knowledge development?

         Do we give our people running room to work with customers, to talk to them, to respond to them in ways fitting to their skills and good customer service response?

          Teamwork. Do our people help each other serve the customer, work toward common or consistent standards that support the organization’s customer service reputation, and understand the importance of that?

           Measuring Performance, Rewarding Excellence. Do people receive feedback on how they are doing in the customer service arena, both individually and collectively? Does good customer service performance get recognized and rewarded?

-----

*Adopted from a model developed by Leonard Berry in Leonard Berry on Great Service, A Framework for Action

