
Four critical questions with regard
to service quality. . .

Where are we
now?

Current Service
Quality

Service
Excellence

Where do we
want to be?

Defining Service
Goals

How will we get
there?

Action
Planning

How will we know we
are getting there?

Measuring Service
Quality



Service Excellence doesn’t happen in
isolation – consider all dimensions

Engaged Employees

 Employees feel fully
engaged with the
business and are
willing to give their
all in support of
achieving the
companies goals

Quality System

 Effective systems
and procedures are
in place which
address all elements
of the service
journey

Culture & Climate

 The culture of the
business is
employee and
customer
focused and the
‘climate at work’
is positive

Effective Leadership

Continuous Improvement

Excellence
Service

Excellence



Develop a simple quality system
around the ‘service journey concept’

The Route to Service Excellence

ExperienceExpectations Evaluation

What are your
customers’

common and
specific

expectations?

How do you define
them?

Physical

Products

People

Procedures

How does the
experience you
offer rate against
the quality
continuum?

Are you exceeding
your customers’
expectations?

How do you know?


