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WDW's Scope

e Theme Parks

e Resorts/Hotels

e Banking

e Manufacturing

e Energy Production

e Food Prod./Distribution
e Municipal Government
e Transportation

e Security....

Success Formula
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The Customer's Cycle of Life

Evaluation

Getting onthe -




SERVICE STRATEGY
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Disney’s Service Theme
We create * _
happiness /
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Service
Standards




Setting

Fixtures

Musie
Everything Speaks!

Smell COLOR

Signhage
Layout 919
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FProcess
sExamine the processes that
frustrate the customer.
sBe your own customer.

oEliminate the “"Hoops” a
customer has to jump through
to do business with you.

sExplore options from customers
and employees.




oCIearIy define performance
standards: e

sExaminehow actionsand
behaviors affect the Customer;
experience.

o sEstablish minimum serVIce
guidelines.

sYour fronthine istyour bottom line

Performance Tips

*First Impression
g ePosture/Gestures
ie eFacial Expressions
Vocal Image

eSense of Humor
eThink...




Service Recovery
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Vind de juiste toon!

Frits van den Assem MCM
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