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Impera@ves	  

Iden@fy	  the	  quali@es	  beyond	  technical	  competence	  that	  
customers	  value	  in	  service	  providers	  (like	  us).	  
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Impera@ves	  

Iden@fy	  the	  quali@es	  beyond	  technical	  competence	  that	  
customers	  value	  in	  service	  providers	  (like	  us).	  

Manage	  Customer	  percep@ons	  when	  working	  in	  occupied	  space.	  
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Impera@ves	  

Iden@fy	  the	  quali@es	  beyond	  technical	  competence	  that	  
customers	  value	  in	  service	  providers	  (like	  us).	  

Manage	  Customer	  percep@ons	  when	  working	  in	  occupied	  space.	  

Create	  a	  posi@ve	  impression	  even	  when	  working	  in	  an	  equipment	  
room.	  
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Impera@ves	  

Iden@fy	  the	  quali@es	  beyond	  technical	  competence	  that	  
customers	  value	  in	  service	  providers	  (like	  us).	  

Manage	  Customer	  percep@ons	  when	  working	  in	  occupied	  space.	  

Create	  a	  posi@ve	  impression	  even	  when	  working	  in	  an	  equipment	  
room.	  

Generate	  percep@ons	  that	  exceed	  Customer	  expecta@ons	  when	  
depar@ng	  a	  job.	  
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Sa@sfac@on	  Formula	  
	  

	  

Whether	  or	  not	  we	  agree	  with	  their	  point	  of	  view	  or	  the	  accuracy	  
of	  their	  view,	  our	  customers	  percep@ons	  of	  us	  are	  their	  reality.	  	  
We	  have	  to	  take	  steps	  to	  make	  sure	  their	  percep@ons	  of	  us	  are	  
posi@ve.	  	  A	  key	  to	  doing	  this	  is	  to	  first	  understand	  something	  we	  
call	  the	  “Sa@sfac@on	  Formula.”	  	  
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Sa@sfac@on	  Formula	  

Customers	  expect	  basic	  technical	  Competence	  from	  us.	  

	  

	  

Partner	  Training	  Module	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Exceeding	  Expecta@ons	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  ©SECorps	  2014	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Slide	  6	  	  	  

Partner	  Training	  Module	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Exceeding	  Expecta@ons	  	  	  	  	  	  	  	  	  	  	  	  	  	  ©SECorps	  2014	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  Slide	  7	  	  

Sa@sfac@on	  Formula	  

Customers	  expect	  basic	  technical	  Competence	  from	  us.	  

When	  we	  fulfill	  Customer	  expecta@ons,	  we	  provide	  Customer	  
Service.	  
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Sa@sfac@on	  Formula	  

Customers	  expect	  basic	  technical	  Competence	  from	  us.	  

When	  we	  fulfill	  Customer	  expecta@ons,	  we	  provide	  Customer	  
Service.	  

When	  we	  exceed	  Customer	  expecta@ons,	  we	  provide	  Customer	  
Sa7sfac7on.	  	  
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Customer	  Values	  

	  

	  

	  

What	  do	  you	  value	  as	  a	  Customer?	  
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Customer	  Values	  

	  

	  

	  

Reliability:	  What	  are	  the	  essen@al	  traits	  of	  reliability?	  
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Customer	  Values	  
	  

	  

	  

Fair	  Treatment:	  Why	  is	  fairness	  important?	  
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Customer	  Values	  

	  

	  

	  

Empathy	  and	  Listening:	  How	  do	  you	  respond	  as	  a	  Customer	  
when	  someone	  actually	  listens	  to	  you?	  
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Customer	  Values	  
	  

	  

	  

	  

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

	  

	  

	  

Follow	  up:	  Why	  is	  follow	  up	  important?	  
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Customer	  Values	  
	  

	  

	  

	  

Responsiveness:	  Why	  is	  speed	  so	  important?	  
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Customer	  Values	  
	  

	  

	  

	  

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

	  

	  

	  

	  

Authority	  to	  Act:	  What	  gives	  you	  the	  authority	  to	  act?	  
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Customer	  Values	  

	  

	  

	  

	  

Respec@ulness:	  How	  do	  we	  demonstrate	  respect?	  
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Occupied	  	  Space	  

What	  are	  some	  ways	  you	  can	  be	  posi@ve	  and	  considerate	  when	  
working	  in	  an	  occupied	  space?	  
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Occupied	  	  Space	  

What	  are	  some	  ways	  you	  can	  be	  posi@ve	  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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Equipment	  Room	  

How	  can	  you	  make	  a	  posi@ve	  impact	  even	  when	  people	  don’t	  see	  
you?	  
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Depar@ng	  a	  Job	  

Why	  is	  Take	  Five	  cri@cal?	  
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Depar@ng	  a	  Job	  

Why	  is	  Take	  Five	  cri@cal?	  

How	  can	  you	  go	  beyond	  what	  the	  Customer	  might	  expect	  before	  
you	  leave	  a	  job?	  
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Depar@ng	  a	  Job	  

Why	  is	  Take	  Five	  cri@cal?	  

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

Why	  is	  it	  important	  that	  you	  do	  these	  licle	  things	  before	  you	  
leave	  a	  job?	  
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Depar@ng	  a	  Job	  

Why	  is	  Take	  Five	  cri@cal?	  

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

Why	  is	  it	  important	  that	  you	  do	  these	  licle	  things	  before	  you	  
leave	  a	  job?	  

What	  should	  you	  include	  in	  a	  Take	  Five	  checklist?	  
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Ac@on	  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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Key	  Takeaways	  

What	  are	  three	  key	  takeaways	  you’ve	  learned	  from	  this	  
workshop?	  
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Ques@ons	  


