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Section 3: Living Customer Satisfaction
Too many organizations are afraid of their customers.

This is an interesting and provocative statement because many service providers, in fact too many service providers, have no empirical evidence to support their closely held belief of being customer centric.

Think about it for a moment.  You probably have a folder with emails from customers thanking your organization for helping them on a particular problem or task.  And that’s good.  Someone felt strongly enough about your team’s performance to take the time to jot down their appreciation.

But of all the jobs you do, and all the customers you have, what percentage of that work and what percentage of your customer base does your file of email notes represent?  It’s probably a very tiny amount.  And that’s the problem, because your company or team probably does a very good job in supporting your customers and their needs.
So prove it!

The final step in Earning Success, therefore, is to understand your organization’s culture of customer satisfaction and evaluate how well it substantiates its delivery levels.  It ultimately involves asking your customers what they truly think of your organization!
Additional Sub-Sections
2. Misperceptions

3. Keeping Customers

4. Service vs Satisfaction

5. Satisfaction's Foundation

6. Deciding on Satisfaction

7. Managing by Satisfaction

8. Survey Designs

9. Why These Questions

10. Scoring Metrics

11. The Who

12. Timing is Everything

13. Tracking Results

14. In-Depth Tracking

15. Marketing Results

16. Survey Mechanics

17. Employee Impact

18. Satisfaction Recap
Page 1 of 1                                       Excerpt                          www.PositioningSuccess.com

