%i nature
SERVICE
STRATEGY

Leadership, Integration and
the Customer Experience



Consulting Team

R\
Richard Dick r St. Hilaire \
Solomon onsultant
MD & Principal
Consultant

%’l nature
SERVICE .
STRATEGY



Clients

50

1\J Years
X Nestie

‘/f A Flow @pepsn - UNIT TRUST

watch. talk. click.
vodafone sroemix PARK
GAS PROCESSORS LIMITED

the power of agility

‘/"?’ GUARDIAN
LIFE

OF THE CARlBBEAN LIMITED

bp

RBC a CENTRAL BANK OF

q TRINIDAD & TOBAGO ‘ —J \ ——
Cable&ereless l
VALUE First Cltlzens J

OPTICAL D|Q|Ce| A A ERNST & YOUNG
TELIKOM PNG A7 o, S8 CIGHT £ POWER

f. sy q. el
maurtt i':_.h\l(."](_‘(_‘()]n GraceKennedy

~”




Our Global Reach

Papua New
Guinea
I : Mauritius )
Y
THE Q) Southern /
S me
SERVICE .

STRATEGY



Integration
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Integration Requires
* A clear customer focus

e An understanding of the region/systems
» Efficient support systems

e Effective teams —
* Innovative thinking o3

* More than tech
* New competencies

» Effective leadership
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If You Lived Here
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You Would Need...

Your Her
Married ] Married

CEEVIES Relatives
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Lobola Would Seem... M
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Or Even...
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It’s Different

* It's the culture

* You could ignore it but...

e So too with different people,
organizations & regions

%‘\ nature
SERVICE
STRATEGY

12



When Organizations Change _
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Some People Feel...

%l y\aﬁvg/g If FedEx and UPS merged!!!
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Because...
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The Opportunity
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Demand is Rising

2000 2010 2015
SALES/USAGE (MILLIONS) ~ (MILLIONS)  (MILLIONS)

Pg. 11
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Basic Human Needs

Self

Social
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Basic Human Needs

Self-

Actualization

Self-Esteem

T

Physiological

Sigratre WiFi
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Is Your Company Confused? _
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THE DELIVERY GAP

80% Companies that believe they
T provide a superior proposition

Delivery gap

customers agree

8% Companies whose

- Bain & Company
Pg. 48
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The Business Opportunity

Customers are

willing to pay

64% more for bet.ter 95%

service oo ooo_____
Defecting \ Customers say
customers, \ organizations
leave for a \ don't exceed
service related their service
problem expectations
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The Business Opportunity

Complaining
customers will
do business
again if problem
resolved on the

_____________________

Complaining \
customers will \
do business i
again if problem
is resolved in

their favour,

4
=
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spot. . '

Public consider
service quality
when deciding
to do business

with a company
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Here is My Bold Claim!

It does not matter what stage or state your business
is in, you should only have — indeed you only need one
overarching strategy!

That is: a strategic focus on and alignment to your
customers’ needs (internal & external).

That’s it!
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Great Service is Just
Smart Business Strategy!

Systemic & regional
integration and
digital adoption are
more effective and
efficient when
customers are the
central focus.

\
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Leadership
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Leaders Go First!

Strong
Service
Vision

Leaders

First Orient &
Train

Signature
Service

Culture

\
\
\
\

M3-CX &

System
7  Alignment

Listen
to VOC
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A Tale of Two Leaders

Captain Schettino - Costa Captain Chesley
Concordia Sullenberger - US Airways
1549

T“E(Q) Pg. 66 - 67
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Leaders Must
Get the 3Ps Right
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Leaders Must

TURNING THE

ORGANIZATION
ON ITS HEAD

CEO CUSTOMERS

Employees

‘ I The way it should be Pg 79

i. .i Employees
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Respect, Affect & Align the

True Culture
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1. Artifacts and Behaviors

@ Language/Technology
@ Physical layout, attire
@ Types of company cars
@ Display of emotions
@ Extent of formality

2. Proclaimed Values

@ Usually documented
@ Aspirational
@ Publicly proclaimed

3. Underlying Beliefs

@ Unconscious

@ Taken for granted

@ Deepest and most challenging
@ Uitimate source of behaviour

THREE LEVELS OF CULTURE

Artifacts and

_Behaviors |
The way we truly

get things done

Proclaimed
Values

The way we say

we want to be

The reasons we Underlying
behave how we do

Visible but

often ignored Visible

Invisible

Pg. 236
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Impact People Positively

TRIUNE BRAIN

Neocortex
@ Reacts in 13 seconds
@ Rational thought
Q Logic

@ Analysis

& What does this mean?

Limbic System
@ Seat of emotions
0 Concern for others

& Amiloved?

Brain Stem

@ Ssurvival & protection

@ Reacts in 9/10 second

%l M‘t’lu’@ @ 95% of decisions
SERVICE @ Amisafe?
STRATEGY

Pg. 272
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Leaders Must...

2

Respect the customers, employees and culture

Find a REALLY BIG WHY

Get on board and out front

Focus beyond “customer service”

Involve people & listen!

Plan for action (include micro goals)

Plan the communication (who, what, when, how, by whom)
Cheer on the action

O PN U R WDNPRE

Measure, monitor, reward and celebrate early successes
10. See more than SSS
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Culture Transformation Plan 2

* Process can be
adjusted & scaled to
support current
initiatives

« Starting point &
implementation plan is
based on data
analysis

« Change management
& strategy integration
built in
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Recruit & Select

System Alignment

SLA, Cust. Exp.

Certification

DSS & Comp.

[ Train The Trainer

LSS & Comp.

Certification
Craft the Culture

VOC l
Project Plan
Org. Assessment
Initiation & Bus. Case

1-3 15-18 32-36
Months Months Months
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Come Have a Chat

e Get the Presentation (free)
 Signed Copies first 10 people ($20.00)
* Limited Time Kindle Special (55.99)

2 ATALPILS”
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Development Consulting
Center Ltd.

Thank You

Development Consulting Center Ltd.
Tel: 1-868-222-5104
Email: info@dccintl.com
Website: www.dccintl.com




