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A)CBI s Imperatives

Recognize the nine Dimensions of Quality Service that Customers

look for in a service provider.
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A)CBI Bisiess N Imperatives

Recognize the the nine.Dimensions of Quality Service that

Customers look for'in a service provider.

Ensure that you are exceeding Customer expectations in all nine

dimensions.
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A)CBI Bisiess e Imperatives

Recognize the the nine Dimensions of Quality Service that

Customers look for in a service provider.

Ensure that you are.exceeding Customer expectations in all nine

dimensions.

Apply these dimensions to every interaction with a Customer.
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A)CBIEE:NTE  Nine Dimensions

Reliability: What does reliability mean to you?

Partner Training Module  Applying Dimensions of Quality Service ~ ©SECorps 2014 Slide 4 SECops
Ehemce
o

A)CBI BisesonTie Nine Dimensions

Appearance: What can you do to maintain a positive appearance
for yourself, your vehicle and your work site?
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A)CBI 8istesshsnoe ~ Nine Dimensions

Communication: When you talk to someone about something
important, what do you consider good communication?
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A)CBI 8iiessheoe Nine Dimensions

Relationship: How do you know when you have a good
relationship with a Customer?
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A)CBI 8siesshenve ~ Nine Dimensions

Courtesy: How do you define the word “courtesy” as it
relates to Customers?
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A)CBI 8sitesshenoe~ Nine Dimensions

Credibility: How do you establish credibility with a Customer?
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A)CBI giiesshene ~ Nine Dimensions

Responsiveness: Even though you can’t always control
your own schedule, how can you demonstrate
responsiveness with your Customers?
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A)CBI 8iiesshene ~ Nine Dimensions

Understanding: How long does it take to truly
understand a Customer?
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A)CBI 8sitesshenoe~ Nine Dimensions

Authority: How do you establish authority with the Customer?
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A)CBI BiEnessiNete Self Survey

On a scale from one to 5 with one being the lowest and 5 the
highest, how would you rate yourself on these Dimensions?
1. Reliability

2. Appearance

3. Communication

4. Relationship

s. Courtesy

6. Credibility

7. Responsiveness

3. Understanding the Customer

s, Authority
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A)CBI Bisiess N Team Exercise

What are some of the dimensions you want to improve on as a
company and how do you improve them?
1. Reliability

2. Appearance

3. Communication

4. Relationship

s. Courtesy

6. Credibility

7. Responsiveness

s. Understanding the Customer

9. Authority
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A)CBI BiEnessNete Action Plan

Write down the top three Dimensions of Quality you want to
improve and identify a timeline in which you will address these
dimensions.

1. Reliability

2. Appearance

3. Communication

4. Relationship

Courtesy

Credibility

Responsiveness

Understanding the Customer

Authority

o
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A)CBI BiEnessivene Key Takeaways

What are three key takeaways you’ve learned from this
workshop?
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A)CBI Bisiess N Questions
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