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A
Accountability
attention to, 207-209
coaching, 210-211, 212
executives, 209
failures, 222-223
focus of, 207-209
frontline employees, 203
job descriptions, 203-207
managers, 206-207
overview of, 201-202
performance appraisals,
214-222
pitfalls, 224
promotions and, 211-214
sample standards form,
216-219
Action steps
accountability, 223-224
communication process,
87-88

measurement accountability,

166-167
recognition, 181

Service Improvement Teams,
42-43
SOS implementation, 199
Assimilation stage, 84-86
Awareness stage, 79-81
Awkwardness stage, 82—83

B
Banks
ATMs, 7
communication at, 75
customer service at, 6-7, 11, 21
employee recognition at,
169-170, 175
employee-customer relationships
at, 157-158
environment at, 9
new accounts at, 63
performance appraisals at, 215
Service Improvement Teams at,
41
standards at, 53-55, 71
Bartlett, Leo, 121-122
Bartlett Group, 121, 124
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Behavior analysis
at career fairs, 126-127
before interview, 132-133
during interview, 135-136
outstanding performers,
119-124
Bounty programs, 125-126
Branded, definition of, 159-160
Budgets
departmental, 175
measurement, 144
training, 91-92, 98

Cc
CEOs. See Chief Executive Officers
Chairpersons
agendas and, 36
follow-through by, 40
responsibilities of, 26, 30-31
role of, 24-26
selection of, 26
Charters for Service Improvement
Teams, 31-32, 34, 40
Charts, measurement
changing, 163-164
data selection, 162
development of, 159-160
goal setting in, 162-163
location of, 161
styles of, 160-161
updating, 161-162
Chief Executive Officers (CEOs)
accountability, 209
organizational stages and,
78-79
role of, 27, 30
sample training agenda,
94-96
training for, 93-97
training role of, 105
Coaching
characterization of, 210
opportunities for, 210-211

process for, 212
Collins, Jim, 53
Communication and awareness
action steps, 87-88
assimilation stage, 84-86
awareness stage, 79-81
awkwardness stage, 82-83
function of, 74
pitfalls, 88
for problem solving, 198
subteams, 37-38
tools, 74-76
understanding stages, 77-78
Community Blood Center of the
Ozarks, 48
Company values, 54-55
Company-to-employee recognition,
177-180
Computer help-lines, 6
Cool Cuts 4 Kids
Service Philosophy, 48
Service Standards, 111
true product of, 49
Cross-departmental recognition
card, 176
Cummins Power Generation,
191-193
Cummins Southern Plains
leadership at, 26
Service Mapping at, 64
Service Philosophy at, 9-10
Customer satisfaction surveys
cautions, 144-145
key indicators in, 147-148
local, 152-158
sample of, 146-147
scoring, 148-152
tools for, 145-148
value of, 144
Customer service model, 3
customer lens in, 3-7
framework for, 2-3
implementation of, 6-7



09/23/2009

17:22:36  Page 233

process of, 13-14

service environment in, 7-10

successful delivery in, 10-13
Customers

emotions of, b

lens of, 4-5

mistreatment of, 3—4

needs of, 5—6

referrals, 10

service environment and, 7-10

D
Dana-Farber Cancer Institute, 73
Details, 111, 119
focus on, 9, 14
handling of, 7-8
new-hire orientations, 111
organizational process, 18
training, 118
Detractors, 151
Diering, Scott Louis, 66
Doctor’s office wait time, 57, 156-157
Downsizing companies, 125

E
Emerson, Ralph Waldo, 112
Emotions
customers, 5—6, 170-171
disengagement from, 184
in employee training, 91
reading, 134
in recognition, 170-171, 174,
180-181
Employees. See also Chief Executive
Officers (CEOs); Frontline
employees; Managers
changing behavior of, 45-46
information needs of, 80
mindset of, 8-10
new hire orientation for,
107-112
organizational stages and, 78-79
reassurance needs of, 83

Index E

service heroes, 13-14
Service Standards and, 55
service wows by, 11-13
training sessions for, 92-93
Engagement, rules of, 54
Everything speaks
checklist, 67
checklist sample, 68—-69
definition of, 7-8
implementation of, 7-10
interview settings and, 130
local measurements and, 158
participants worksheet, 76
Executives. See Chief Executive
Officers (CEOs)
Exit surveys, 151
Eye contact, 135

F
First Citizens Bank, 48
First Financial Bankshares
communication system at, 7677
interview guidelines, 121-124
recognition at, 175
training at, 111
First, Break All the Rules
(Buckingham, Coffman),
117-118
Flavor-of-the-month programs, 18,
161-162
Florida’s Turnpike Enterprise, 85
Focus groups, 151-152
Formal Service Obstacle System
communication strategy for, 197
designing, 190-191, 193, 195
overview of, 190
sample flow diagram, 195
sample form, 192-193
solutions strategy, 197-198
status tracking, 194
use of, 195-196
Freiberg, Jackie, 132
Freiberg, Kevin, 132
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Frontline employees
performance appraisals, 215, 220
responsibility of, 203
training for, 99-103

G

Georgia Southern University, 65
GetHuman.com, 4

Gillikin, Bob, 9-10, 26

Good to Great (Collins), 53
Gragg, Gary, 122

H
Hansford, Dee, 170
Help-lines, 6
Henningsen, Dr. James, 178-179
Hierarchy of standards, 55-57
Hiring and recruitment
by current employees, 124
at job fairs, 126-127
ongoing, 124
at open house events, 126-127
from other companies, 125
overview of, 115-117
pitfalls, 140
scouting programs, 125-126
Hiring Smart (Mornell), 136
Hospitals
accountability at, 209
management meeting at, 81
manager-to-employee
recognition at, 172
satisfaction measurement at,
143-144
waiting at, 199
Hotels, 152-153, 210
Humiliation, 184

I

Inman, Reverend E., 113

Interviews. See also Hiring and
recruitment

atmosphere and setting of,
130-132

behavior analysis in, 119-120

behavior before, 132-133

behavior during, 135-136

conducting, 130, 133-136

customer service related,
129

guidelines for, 122-124

job requirements and, 117-118

listening during, 135

overview of, 115-117

participants, 127

pitfalls, 140

preparing for, 128-130

reference checks, 136-138

response evaluation, 134

sample guidelines for, 122-123

sample questions for, 120

skills training for, 138

uncovering talents during,
118-119

J

January, Jim, 191

Job descriptions
frontline positions, 203
managers, 206-207
sample, 204-206

Job fairs, 126-127

L
Language
body, 111, 134
everyday, 6
meaningless, 47
used in interview, 136
Leadership
measurement role, 165
service obstacle removal by,
185-187
tone set by, 9
training role of, 195
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Leadership actions
checklist for, 70-71
communication of, 74
definition of, 18-19
examples of, 19-20
role of, 19
by service improvement team,
23-24, 30-31
Lens of customers, 3-7
Listening, 15
Listening skills
as core tool, 59
importance of, 115
in interviews, 121-122, 133-135
measuring, 157
Local measurements
definition of, 152
Everything Speaks Checklist, 158
example of, 152-153
guidelines for, 166
keys to, 154-155
parameter selection, 155-158
“Lost Parents’” system, 185
Love Your Patients! (Diering), 66
LYNX
Nip-It-In-the-Bud system at, 193
Service Obstacle System at,
189-190
vision focus of, 82

M
Machias Savings Bank, 175
Management by objectives (MBOs),
220
Manager-to-employee recognition,
172-174
Managers
job descriptions, 206-207
performance appraisals for, 220,
222
training, 97-99, 138
Mattern, Melissa, 112
MBOs. See Management by objectives

Index E

Measurement, 165
charts, 159-162
customer surveys, 143-152
focus groups for, 151-152
key metrics, 143
leader’s role, 165
local, 152-158, 166
overview of, 131-142
pitfalls, 167
posting results, 159-164
Service Improvement Team’s
role, 164-165
Meetings
attendance at, 39
face-to-face, 40-41
focus of, 33
frequency and length of, 34-37
management, 81, 87
minutes of, 30
overly bureaucratic, 39-40
pitfalls, 43
role of, 31
sample agendas for, 35-36
SOS agenda, 188
twenty minute, 75
unwieldy, 34
Mission statements. See Vision
statements
Monetary rewards, 180
Mornell, Peter, 136

N
Names
greeting customers by, 157
remembering, 117
rituals associated with, 72
Naugatuck Savings Bank, 38, 215
Net Promoter Score (NPS), 150-151
Nip-It-In-the-Bud, 193, 195
NPS. See Net Promoter Score
Nuts! Southwest Airline’s Crazy Recipe
Jfor Business and Personal Success
(Freiberg), 132
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o

1001 Ways to Recognize Employees
(Nelson), 174

On-thejob training, 112-113

On-the-spot card recognition card,
173

Online survey tools, 145

Open House events, 126-127

Organizational DNA, 2

Orientation of new hire, 107-112

P
Pager systems, 199
Passives, 151
Peer-to-peer recognition, 174-177
Pep rally, 91
Performance appraisals
for frontline positions, 215,
220
for managers, 220, 222
overview of, 214-215
Poulton, Kim, 85
Press Ganey Associates, 144
Processes
commitment to, 14
customer service model, 3, 13
explaining, 56
implementing, 84, 98
improving, 152
mapping, 60, 656-66
service heroes and, 13
Promoters, 151
Promotions, 211-214
Public recognition, 174

R

Rating scales, 122, 148

Reassurance needs, 83

Recognition
company-to-employee, 177-180
cross-departmental card, 176
emotional aspects, 170-171
manager-to-employee, 172-174

monetary rewards as, 180

on-the-spot card, 173

overview of, 169

peer-to-peer, 174-177

pitfalls, 181-182

process flow, 179

public, 174
Reference checks, 136-138
Refresher courses, 41, 105, 107
Reichheld, Fredrick, 10-11, 149, 151
Restaurants

customer satisfaction at, 148

pager systems at, 199

service at, 2

superstars at, 120

training at, 89, 106

S
Salon Operations, 71
Selection of employees. See Hiring
and recruitment; Interviews
Seminole Community College,
48, 177
Senior-level authority, 22-23
Service delivery, 3, 10-13
Service environment, 3, 7-10
Service excellence, 2-3
Service heroes, 13-14, 184-185
Service Improvement Teams
accountability role, 223-224
action steps, 42-43, 72
administrator role in, 27, 30
awareness strategy for, 80-81
chairperson role in, 24-26
charter creation by, 31-33
charter, sample of, 32-33
flow chart sample, 25
function of, 22
interviews, 139
leadership actions by, 23-24,
30-31
make-up of, 22-23
measurement role, 164-165
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meetings of, 31, 33-37
members role in, 30-31
ongoing responsibilities of, 41-42
overview of, 21-22
pitfalls in, 39-40, 43
recognition role, 181
rotation in, 41-42
SOS role, 188-190, 199
special situations, 40-41
subteam role in, 24, 37-39
tracking sheet, 26-29
training and education role,
113-114

Service Mapping
definition of, 60
implementing, 66
outcomes, 64-66
process analysis sample, 63
sessions, conducting, 60-64
template, 61-62

Service Obstacle System (SOS)
action steps for, 199
employees’ role, 187
formalizing, 190-198
leaders role in, 185-187
meeting agenda, 188
overview of, 183-184
pitfalls, 199
service heroes and, 184-185
Service Improvement Team role,

188-190

Service Philosophy
developing, 50-51
function of, 47-48
sample of, 52
support staff and, 49-50
testing, 53

Service Standards
company values versus, 54-55
definition of, 58-60
developing, 56-57
development guidelines, 58-59
employees and, 55

Index ﬂ

examples of, 55
prioritizing, 57-58
purpose of, 53
support staff and, 56
Service strategy
Service wows, 11-13
Smart, Brad, 116, 128-129
SOS. See Service Obstacle System
Southwest Airlines, 146
Springfield Clinic, 65
Stages of understanding
assimilation, 84-86
awareness, 79-81
awkwardness, 82—83
critical points in, 78-79
overview, 77-78
Starbucks, 117
Subteams
membership of, 38-39
role of, 24, 37
structure of, 38
Superstars, 118-121, 126
Support staff
Service Philosophy and, 49-50
Service Standards and, 56
Surveys. See Customer satisfaction
surveys

T
Talent
definition of, 118
endurance of, 128
importance of, 117-118
questions, 120
on subteams, 190
uncovering, 118-120, 133-134
Teaching Company, 185-186
Telephones
coaching by, 210
interviews, 133, 135
online help, 199
phone trees, 196, 199
10 Days of Excellence program, 178
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Texas Bank and Trust, 71
Threat of Reference Check (TORC)
principle, 129-130
Three-legged stool
job descriptions using, 206-207
performance evaluation with,
214, 220
Top Grading (Smart), 128-129
TORC. See Threat of Reference
Check principle
Training and education
action steps for, 113-114
for back office and support staff,
103
commitment to, 91-92
conducting sessions for, 104-105
for customer facing staff, 103
employee level, 92-93
executive level, 93, 97
frontline level, 99-103
for interviewers, 138
leaders role in, 105
manager level, 97-98
for new hires, 107-112
ongoing programs, 105-107
on-thejob, 112-113
overview of, 89-90
pitfalls, 114

role of, 90-91
Twenty minute meetings, 75

U

The Ultimate Question: Driving Good
Profits and True Growth
(Reichheld), 149

Ultimatums, 222

Understanding, stages of,
77-78

\%
Vision statements, 41, 47

w
Walt Disney World
guest service improvement by,
85-86
interviews at, 131-132
service heroes, 13-14
support staff, 56
true product of, 48
Watson, Linda, 82
Westgate Resorts, 48—49
WOW news release, 75

Y
Yanarella, Mark, 38



