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Introduction

• The issues
The customer view• The customer view

• What’s the objective
A h• An approach

• Summary

‘Knowledge is of two kinds. We know a subject ourselves, 
or we know where we can find information on it.’
S l J h
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Customer service - Blockers

Poor culture with a lack of focus• Poor culture – with a lack of focus
• Lack of leadership, vision and strategy

C l i ti l t t ‘ il ’• Complex organisational structure – ‘silos’
• ‘Not my job’ – lack of accountability / responsibilities

K l d d k l d h i• Knowledge and knowledge sharing
• Lack of empowerment

T h l i l h i d l• Technological emphasis and language
• Metrics, measurements and reporting – internal 

foc sfocus
• Poor communication and relationships
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Interactions – ‘Moments of Truth’

• Users – Incidents and requests

• Customers –Services

• Business Managers – Future needs
& Stakeholders

• Business change – Business programmes, g p g
projects and change
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The BusinessLines of business
Business

Lines of business
B iBusiness
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The Business
Customer C tCustomer Customer
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The Business
Customer C tCustomer Customer
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Business 

B i M C t UB i Business Managers
and Stakeholders 

Customers UsersBusiness 
Projects / Sponsors

‘Moments of truth’
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Business 

B i M C t UB i Business Managers
and Stakeholders 

Customers UsersBusiness 
Projects / Sponsors

Incidents
Requests
Changes

Service Desk
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Business 
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The BusinessLines of business Lines of business
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Customer service - Enablers

‘Quality in a product or service is not what the supplier 
puts in It is what the customer gets out and is willing toputs in.  It is what the customer gets out and is willing to 
pay for.’
Peter Drucker

• Leadership – demonstrating by examplep g y p
• Culture of improvement, learning and sharing
• Business  integration and focus – ‘Moments of truth’  
• Simple and effective for ‘customers’
• Good strategy and vision
• Good organisation, relationships and communication
• Knowledge sharing
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Summary

• Organisation and culture are crucial to success

• Focus on business outcomes and customer delight

• Target business value and service quality

• Make it simple and delightful for your ‘customers’
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