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O A Direct Movement Towérds A Service Economy
O AnInflux of Technology Into Both Factories and Offices
O Increased Information Processing

0 Changes in Organizational Structures

0 Demographic Shifts
U Diversity in the Populaﬁon; .
‘O Changing View of Careér Paths
" Work Foce Quality Mixed
O  Health and Wellness

0 More Investment in Human Capital
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Organizational Needs/Problems

O Employees feels stuck/lack career mobility

O Unclear career paths

U Managers feel inadequate in coaching their employees about career

plans

0 Employees unaware of how to manage their careers
4 Little planning fo{.succes._sion N
Qa Rapid turnoyer of nonexempt employees
o Lossof promlsmgemployees
a Need to adap‘t to rapidly changing téchnblogy

O Lack of "bench stréngt 1" In managerial ranks
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"Satisfying customers is a journey
not a destination”

Leonard Berry

It’s a process, not an event
In order to succeed you must have
El‘ A Vision
- A Strategy
10 SpecificActions
4 Continuity

Performance Management Corporation - |
' - April 6, 1989
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What fge‘ts in the way
of satistying customers7

M| Habits

a Mind'-Set that you can’t change
overnight

1 The process of Work
oar Tlmepressure

|+~ - Peopledon’t know Why they
R ""_}should change R

1 Believe that service is just another
fad |

Performance Management Corporation
April 6, 1989
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Four basic questions you must ask
internal customers

- What do you do with my output?
3 What do yOu need from me? o

O Are there any gaps between =~ =
| 'What you need and What you

= -How will we know when your
" needs have been successfully
met?

Performance Management Corporation |
April 6, 1989
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Nine Customer Service Skills

0 Makes the customer feel important
0 Listens and responds to customer
feelings
- 0 Asks forideas vand offers suggestions

O Acknowledges the customer

O Clar1f1es detaﬂs about the s1tuat10ns
B D Meets (or exceeds) Customer s needs Aj:'j
O Makes sure customer 1S sat1sf1ed ‘
Q- Preparation

o F ollow—through

Research study by DDI

Performance Management Corporation _|
April 6, 1989

Declassified in Part - Sanitized Copy Approved for Release 2013/12/30 : CIA-RDP92G00017R001100160011-7 i .



Declassifived in Part - Sanitized Copy Approved for Release 2013/12/30 . CIA-RDP92G00017R001100160011-7

Customer Service Competencies

O Clear Communication 0 Job Knowledge
4.05 4.10

O Customer Sensitivity U Judgement
3.92 | 3.82

(1 Decisiveness 1 Motivation
3.87 : 3.97

Q Energy O Persuasiveness

1 Flexibility | | 0 Planning

'O Follow-up QO Resilience
4.09 3.84

Q Impact | QO Integrity
I - 380 S 397
O Initiative -0 Analyze

3.67 371

- O High Standards
Research study by DDI 3.93

Performance Management Corporation _|
April 6, 1989 -
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The Alignment Process

ALIGNMENT

Mission

Suppliers

Customers

| - Missioﬁ . o » Mission -

Supply Gap

Supplier Capabilities
Supplier C.a.pabilities

Customer Requirements

Customer Requirements

_ Declassified in Part - Sanitized Copy Approved for Release 2013/12/30 : CIA-RDP92G00017R001100160011-7 . .-



Declassified in Part - Sanitized Copy Apprévg—:ad for Release 2013/12/30 : CIA-RDP92G00017R001100160011-7

Internal _.CiflliSflomer ‘Service Model

Suppliers _ R _'_' “Customers

EXTERNAL
CUSTOMERS
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A GRAPHIC LOOK AT CUSTOMER SERVICE §

The ServiceTriangle:l'

Service |
Strategy

Customers

| Culture

Organiiation Leadership

- Karl Albrecht & Associates
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A GRAPHIC LOOK AT CUSTOMER SERVICE

Traditional Management Model

~ Mid Managers

Supervisors

" Front Line Emr;loyeéé

Customer Service Management Model

Front Line Employees

Supervisors

Mid Managers
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