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Activity: What does YOUR cultural web look like?
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THE SIX GOLDEN RULES OF
CUSTOMER CARE

... remember.... The Customer is SACRED...

* Strategise

» Acknowledge
* Clarify

* Resolve

* Engage

* Deliver

THE SIX GOLDEN RULES OF
CUSTOMER SERVICE
... remember.... The Customer is SACRED...
...turn RAGING Customers. ..

Td
\.A

into RAVING Fans!...
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CUSTOMER CARE

+ EXCEED Customers Expectations
Tom Peters

Feideral Express

FedEx Customer Service answered the ‘phone on of befare the First ring

... remember.... The Customeris SACRED...
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The FISH video / DVD has gone on to be the best sel ling training video/DVD of all time.
Here is an extract from the Pike Place Fish web sit  e:

"For us it means going beyond just providing outsta nding service to people. It means
really being present with people and relating to th em as human beings.

We take all our attention off ourselves to be only with them...looking for ways to serve
them. We're out to discover how we can make theird  ay. We've made a commitment to
have our customers leave with the experience of hav  ing been served.

They experience being known and appreciated whether they buy fish or not. And it's
not good enough just to want that - it takes an unr elenting commitment. We've made it
our job to make sure that experience happens forev  ery customer.”
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“Coffee stains on the back of our flip-down trays m eans that we do
our engine services wrong...”

Jan Carlsson the CEO of Scandinavian Airl ine Services

$ 1
What impression will your ‘customers’ be given when they
come into contact with your Organisation / Department?
List the opportunities where people have the opportunity to
form an impression of your Organisation / Department
What can be done to improve their impressions?

Identify 3 key improvement areas where your Organisation /
Department can ‘Make a Difference’ to a Product or Service.

) ! 6 L9

%&! 1 5G&,G,



0/

SN N N

0 Ka1n C K **1*/
| 1 9
Il [
/I $ :
34
\] $ 58 1
) 8 8
)K 2
)*
) 5)5
%&! 1 5B
1/%' B *




%1  /%1B -(F #% #B% # %/

.51, 0J 03
) #" $B# C

%8&! 1 5 (

%&! 1 5 G,

2"

| E # | $1 %&
%&! 1 S5EDZ2Y7

1 3,



%R !

F9

*9* F$ 9 $8K$:

$ !
|
&
|
$
&@ '$ @
$ 9
$
2
$ *598+
9
D 9
& |
8&&FC$: ,8
KFHH






JL

JL

&

@
JL

#

G$ $

%&!

%&!

*

B

2



9K8 A
?M

[ @
0 JL
I
8
#2"
21 M$&* &
#
" EEL"

" ® 2



B

¢ GERE @8

L

L

L1

CeeeeLeetb

CLLLOLRER

*N N o

©

1$

3 (&



KF



JL



#$



6>M

Fep

N _. s N
& — 3 © N
e EEE B EEEELRE]
_ -
- 6 D
G — A o [0)] Te)
ouy $u - @] 0O & @ — &8 ..
0} @ i 5 a P 2% BAIIIY D
o3
O
N s ©
& n -
@ BN B P B
) e L EEEEEEERE L]






