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Service is Intangible
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Service is Intangible
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Two Dimension of Service
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Two Dimension of Service
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Key Elements of Quality Service




Five Element of Quality Service

Reliability Tangible

Responsiveness




Five Element of Quality Service
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Five Element of Quality Service
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Five Element of Quality Service
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Five Element of Quality Service
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Five Element of Quality Service
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Five Element of Quality Service
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Service Culture Component

Service

Employee Role

Delivery System Mission

and Expectation

. - Service Management
Training
Culture Support

Motivators Policies

and Reward Product and and Procedures

Service




Service Culture Component
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Service Culture Component

Delivery System
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Service Culture Component

Employee Role

and Expectation
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Key Skill for Quality Customer Service




What you should know?
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Know Your Organization
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Know Your Product/Service
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Know Your CUSTOMER
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Developing Excelleni Communication with Cusiomer

Excellent Verbal /\
Communication Skill

Productivity

Relationship

Excellent Non-verbal with Customer

Communication Skill

Excellent Listen Skill




Excellent Verbal Communication with Customer
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Excellent Verbal Communication with Customer
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Excellent Verbal Communication with Customer
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Excellent Verbal Communication with Customer
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Excellent Verbal Communication with Customer

6 Cs lun1sluzayananngna

Concise Correct

NI=TU tq]ﬂ@T K

Complete Concrete

& oA
awyjsm Glebibe




Non Verbal Communication with Customers

Volume Cues

Non Verbal

Behavior

Appearance
and Grooming




Non Verbal Communication with Customers
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Body language
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Volume Cue
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ANAY (Volume)
20131 (Rate)
L84 (Voice)
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Non Verbal Communication with Customers

Appearance and _
_ Miscellaneous cues
Grooming
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Mix & Match
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Posiiive & Negative Communication Behavior

Positive

Negative
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Characteristics of Good Lisiener
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Strategies for Improved Listening
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To listen more effectively.....
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Dealing Assertively with Customer
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Customer focused behavior
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Addressing Cusitonmnenr

Needs and Behavior Style




Addressing Customer Needs
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Addressing Customer Needs

To Feel Welcome
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To Be Understood
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To Feel Comfortable
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Addressing Customer Needs

== 10 Feel Appreciated
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== To Feel Important
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Four Styles of Behavior

(Dominance ( Steadiness )
Influencing | ( Compliance




Four Styles of Behavior
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Four Styles of Behavior
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Sirategies to Deal with Dominance Person
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Straiegies to Deal with Influencing Person

Influencing
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Strategies io Deal with Steadiness Person




Straiegies to Deal with Compliance Person

Compliance
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Service Breakdown
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Service Recovery Siraiegy

Express Listen to
respect understand

Uncover the
Expectations

Outline the
solution

Take action

and follow
through

Double

check for
satisfaction




Service Recovery Siraiegy
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Service Recovery Siraiegy
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Roadblock to Service Recovery
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Dealing with Difficult People
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The Service Desk Role

Support
group

Support
“4— group
Service Desk support Support
rou
call group
—>
Customer |4— S;E:::t
& solution
End User —
Support
group
arganisation
1st line 2nd line

ard line




Monitoring

Recording

- Service Desk accountable for ALL

A

incidents, regardless of who's dealing
with them

Classification

»

- Service Desk should have authority to Investigation

Y

(re)allocate resources in other areas

. . . . Resolution
- Hierarchical escalation to inform .
management Closure
- Focus on SLAs

- Support tool helps keep track of
multiple incidents




Service Desk in multi-regional organisation

__First Line Support

P
-

.
.--.- II

— " Support Team 1

Service Desk /
Call Centre /
Help Desk

— Support Team 2

— Support Team 3

Service Support Tool to register calls and follow up actions




Cultural change

Plan-Do-Check-Act
Ongoing measurement of:
-Benefits Realisation
- ROI

e

Guiding Coalition

Social / Emotional

Negotiation

Communicating the
Vision

Reason for Change Issues to Address

Embedding the Change

TIME

Copyright: The Art of Service




Recommended Furither Readings :

1. Robert W. Lucas, Customer Service : Skills and Concepts

for Success, McGraw Hill

2. William B. Martin, Quality Customer Service,

Crisp Publication




