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performance of every employee. These include process clearly and explicitly hold these employees
a performance appraisal process that holds accountable for how well their individual job
every employee accountable for meeting the performance meets the requirements of their
expectations of their internal and/or external external and/or internal customers?
customers, compensation practices that recognize Answer the questions in Step 2 as they apply
employees whose job performance consistently to the position that manages the position you
meets the requirements of their internal and external  selected in Step 1.
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dedicates a company to satisfying its customers. identify how the current situation could hurt
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practices as indicated by your answers to the
questions in Steps 2 and 3.
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Answer these questions as they apply to the management practices that control customer
employees in the position you selected in |oyalty by repeating Steps 1 — 6 annually.
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all the diagnostic questions for each of the thirteen Applying process improvement methodology to
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those features your core products and/or services rst time buyers, creating loyal customers,
must have in order for prospects and customers to and enhancing internal communication and
buy from you instead of a competitor? TEAMWORK WEAKNESSES THA
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meet the requirements of prospects, external BETTER ABLE TO MEET AND E
customers, and internal customers? expectations. The critical results will be
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how prospects and customers expect to be treated Other bene ts of applying process improvement
by these employees? to management practices include fewer res
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about how closely your core products and/or competitive position, and fewer resources spent
services meet customer expectations and how  acquiring new customers to replace those who
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requirements of its internal customers?
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employees consistently meets the requirements
of their external and internal customers, are these
employees regularly given non- nancial recognition
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signi cant impact on customer loyalty. v
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