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Who IS
Service Qualityy/institute

A The global leader in customer service

A 39 year old firm

A Solely focuses on customer service

A We operate primarily through channel partners
A Bloomington, Minnesota based firm

A Will tailor, personalize, and customize our

technology to any degree you want without
limitations



A Strategic Weapon;
A Service Strategy

AA Differentiation Strategy
AA ValueAdded Approach
AA HighYield Investment
ACrus the Competition
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providing service Is one thing.

Exceptional, noticeable, unusual servic
GAUK &aLISSR Ada | dzA i

John Tschohl
Cdabhing In




o Lthe serviceculture,

everyonehas a
customerd ¢




Creating: a Service Culture

Vision as a Service Leader not as a
retailer or service provider

Use technology to drive business

Effectively, build and develop
employees

Train all employees

Create customer friendly process
and procedures



Creating:a Service Culture

6. Customers value exceptional service
7. Price by itself Is not sustainable

8. Value employees and customers

9. Track results through sales and profits

10.Service Strategy dramatically impacts
sales, profits and market share



What is; the: source of your
competitivecadvantage?
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Jeff BezosAmazon
Steve CaseAOL Time Warner
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Create an Allilance with Service Quality Institute
to Represent Leading Edge Customer Service Training

AAvoid the cost of developing new learning systen

ACreate a stronger bond with the business
community.

ADevelop a reputation as a service driven institutic
with students trained on the art of service.

Alncrease your revenue without adding faculty or
buildings.
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worldwide image and reputation.



CE / CT Challenges

ANew Leadership

AChanging legislative priorities
AShrinking budgets
AConsolidation of funding sources
Alncreased competition
AChanging customer expectations



AYour institution may prefer to schedule open
classes at your faclility. It is up to you to determir
prices.

ASome organizations will prefer to just buy the
learning system from you and implement it
themselves.
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will offer many consulting opportunities for your
faculty.

AAIl of this revenue goes to your institution or
faculty members.



Service Qual 1ty .l
will help your students change
attitudes and behaviors
and master the service skills

AWe have moved into a service economy.

AYour students will be more effective and
productive if you can help them master the
art of service.



Create A Service Culitiree

Total Work Force
Culture Chan

Strategic Focus All
Level of
Management

\ Typical results
A without
\ reinforcement

1- 6 months 7-12 13-18 19-24 25-36 37-42
months months months months months



SQI Techmalbugpy

A Changes Attitudes and Behaviors

A Teaches the skills of customer
service

A Improves employee morale and
teamwork
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Fun and entertaining
Focus on basics
Quality packaging
Experiential learning |
Personal development'




How Do Y uNdb viatste
Employees to Care?

A Create Emotional Impact

A Focus on Skills and Techniques

A Personal Growth

A Handling Complaints and Irate Customer

A Teamwork and IntefEmployment
Communication



Customer Service CertificationiSeminars

Your Institution may want to offer Service
vdz f AGé LyadgaddzisSqga Od:
certification seminars in your market.

You can use our technology and brand to
provide leading edge certification seminars.

CCSL Certified Customer Service Leader
CCST Certified Customer Service Trainer

May 1619 Minneapolis
September 1215 Minneapolis



Leading; EmpowerediTeams

A Two day seminar

A For managers & supervisors

A Gaps and procedures to Change
A Coaching & Remforcement

A Empowerment

= LEADING
e OFFINERED

A Teamwork Y ros o



http://customer-service.com/leading_empowered_teams.php

Feelings

* LEADER GUIDE *
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A lmplemented in 3 sessions o
several hours each.
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A Have several versions: health care,
supermarkets, local government,

hospitality, professionals, higher
education




Feelings
Six Steps of QualityyService

A Feel good about yourself
A Practice habits of courtesy
A Use Caring Communication

A Listen (anticipate, ask questions, get
Involved)

A Perform at a high level
A Learn about your products

* LEADER GUIDE *

LN
RETAIL-SERVICE




SPEED
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SPEED

A Implemented In 2 sessions
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A Participant kit with 93 page "‘*‘@;f‘?w:
book, Certificate, technique

card & performance

standard
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and act with Speed.

Even with established deadlines, we
tend to wait until the last moment
to complete our tasks.



Remember Me
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1. Indifference
2. Fear
3. Lack of Training

REMEMBERIT@

PARTICIPANT BOOK




Remember Me
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ARemembering your customers and

clients Is the highest level of customer
service
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Alt carries more significance than any other
word
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shows them you empathize and care



Remember Me

A Implemented in 2 sessions
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A Participant book (99 pages),
certificate, technigue card &
performance standard

REMEMBERITe

PARTICIPANT BOOK



Selff - Concept

The greatest limitations you face are self impose
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IS the chief determinant of
SUCCess.




