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Service Excellence doesn’t happen in
isolation — consider all dimensions
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Develop a simple quality system

around the 's

ervice journey concept’

The Route to Service Excellence

Expectations

What are your
customers’
common and
specific
expectations?

How do you define
them?

Experience

Physical

Procedures

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

Are you exceeding
your customers’
expectations?

How do you know?




