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Total Quality 

Includes Customer Services
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Communications; The Foundation 

of Quality and Customer Service

Corporation

ÅManagement

ÅStaff

ÅCustomers
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Quality and Customer Service

ÅService thaté

ïIs Responsive

ïAnticipates needs

ïIs Predictable

ïDelivers ñInformationò  not 

ñDataò
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Compelling Quality and Service

through Innovation

ÅYour Customer has requirements they 

want you and your company to fulfill.

ÅThey expect and demand innovative 

solutions to their requirements. 
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What Your Customer Wants

ÅThey want to be successful. 

ÅThey want you to be innovative.

ÅThey want predictable, high quality 

execution of tasks, products and 

services.

ÅThey want minimal risk.

ÅThey want you to delight them.
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Execution

It isnôt always WHAT you do. 

It is also HOW you do it.

It isnôt always WHAT you say.

It is also HOW you say it.
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The Ten Commandments of 

Customer Service

1. I Am Your Customer. You Will 

Have No Other Customer Before 

Me.

There are 9 other Commandments, 

but Number 1 is all that matters.
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To Keep Good Customers
ÅDeliver High Quality, High Value 

Solutions.

Å You have to be known and wanted by 
the Customer. 

ÅDevelop mindshare and attachment.

Å Truly know the Customer and their 
requirements.

Å You must be innovative and compelling.

Å You have to delight your Customers so 
they will tell their world about you.
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It Starts with an Attitude
ÅñItôs not my jobò has never 

satisfied a Customer.

ÅPerceptions are Realities. Who is 

really the final arbiter of Quality?

ÅFirst impressions about your 

willingness to help the Customer 

influence their reaction to you.
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Effective Communications

is a Key to Quality Service

Good communication delivers

information appropriate to the situation 

after considering the effect on the 

Customer, company, work team and 

individuals.


