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A)CBI BiEnessiNete Imperatives

Identify the qualities beyond technical competence that
customers value in service providers (like us).

A

Partner Training Module Exceeding Expectations ©SECorps 2014 Slide 1 ﬁor;s
DELTA CONTROLS g
DCBI BUSINESS INSTITUTE Imperatives

Identify the qualities beyond technical competence that

customers value in service providers (like us).

Manage Customer perceptions when working in occupied space.
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A)CBI Binessinnirore Imperatives

Identify the qualities beyond technical competence that

customers value in service providers,(like us).
Manage Customer perceptions when working in occupied space.

Create a positive impression even when working in an equipment

room.
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Identify the qualities beyond technical competence that

customers value in service providers (like us).
Manage Customer perceptions when working in occupied space.

Create a positive impression even when working in an equipment

room.

Generate perceptions that exceed Customer expectations when
departing a job.
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A)CBI BN Satisfaction Formula

Whether or not we agree with their point of view or the accuracy
of their view, our customers perceptions of us are their reality.
We have to take steps to make sure their perceptions of us are
positive. A key to doing this is to first understand something we
call the “Satisfaction Formula.”
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A)CBI Biiessivsriure Satisfaction Formula

Customers expect basic technical Competence from us.
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A)CBI Biiessiverure Satisfaction Formula

Customers expect basic technical Competence from us.

When we fulfill Customer expectations, we provide Customer
Service.
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A)CBI BiSeaNE Satisfaction Formula

Customers expect basic technical Competence from us.

When we fulfill Customer expectations, we provide Customer
Service.

When we exceed Customer expectations, we provide Customer
Satisfaction.

Partner Training Module Exceeding Expectations ©SECorps 2014 Slide 8

© SECorps 2014



DCBI Partner Training Module Two

A)CBI 8itessheriue ~ Customer Values

What do you value as a Customer?
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A)CBI BN~ Customer Values

Reliability: What are the essential traits of reliability?
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Fair Treatment: Why is fairness important?
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Empathy and Listening: How do you respo
when someone actually listens to
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A)CBI 8isiessiverioe ~ Customer Values

Friendliness: What difference does it make if you are friendly?

SECops

Partner Training Module Exceeding Expectations ©SECorps 2014 Slide 13

A)CBI Biesonetie Customer Values

Follow up: Why is follow up important?

SECops
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Responsiveness: Why is speed so important?
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ACBIgiiessiverioe Customer Values

Cleanliness: When you go to a restaurant, how
important is cleanliness?
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A)CBI BiiesonTie Customer Values

Authority to Act: What gives you the authority to act?
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A)CBI 8isiesshene ~ Customer Values

Respectfulness: How do we demonstrate respect?
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A)CBI 8isiess N Occupied Space

What are some ways you can be positive and considerate when
working in an occupied space?
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A)CBI Bisiess N Occupied Space

What are some ways you'canbe positiie and considerate when
working in an occupied’Space?

When you are talking to building occupants, what subjects should
you avoid and why?
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A)CBI Bisikesserre Equipment Room
How can you make a positive impact even when people don’t see
you?
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Why is Take Five critical?
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A)CBI B&esne Departing a Job

Why is Take Five critical?

How can you go beyond what the Customer might expect before
you leave a job?
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A)CBI Bsiess e Departing a Job

Why is Take Five critical?

How can you go beyond what the Customer might expect before
you leave a job?

Why is it important that you do these little things before you

leave a job?
Partner Training Module Exceeding Expectations ©SECorps 2014 Slide 24
DELTA CONTROLS o
A)CBI 8GessineTiire Departing a Job

Why is Take Five critical?

How can you go beyond what the Customer might expect before
you leave a job?

Whyiis it important that you do these little things before you
leave a job?

What should you include in a Take Five checklist?
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A)CBI 8isiess e Action Plan

Choose three items from the Take Five checklists that you don’t
usually do and make a commitment to focus on them for the
next three months.
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A)CBI Biiessnerure Key Ta keaways
What are three key takeaways you’ve learned from this
workshop?
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