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With more power in the hands of today’s consumers than ever 
before, customer satisfaction should be any business’s primary 
objective. It’s not inexpensive--but will deliver business success 
and save money in the long run by improving retention and 
reducing acquisition costs. Read through this checklist to help 
your business satisfy its customers, and keep them coming 
back for more. 

Taken from Total Customer Service: The Ultimate Weapon, by 
William Davidow and Bro Uttal.

The “Six Point Plan”

1. Strategy – Set the Stage

• Segment customers by their service 
expectations, and concentrate on just a few 
segments that you can serve well.

• Research to discover each segment’s 
expectations. Concentrate on the most important. 

• Control expectations. Develop a communications 
plan that under-promises so you can over-deliver.

2. Leadership

• Foster a service-oriented culture. Management 
must be fanatically committed to it, too.

• Make customer service everybody’s business. 
When serving customers, employees must be able to 
exercise broad discretion instead of being concerned 
about rules.

• Limit bureaucracy. Keep policies and procedures  
to a minimum.

3. Personnel

• Hire people that are capable of providing 
great service. Front-line employees are key.

• Train, train, and retrain. Invest heavily in people 
and provide career paths for the best. 

• Make heroes of the front-line workers to 
reduce turnover and improve performance.

4. Design

• Chase the failure points. Products and services 
must be designed and refined to permit easy, effective 
maintenance and repair.

• Engage the service staff. Employees who deliver 
service must be part of the design process from day 
one. 

• Share the work. Engage customers to help do the 
work and serve themselves.

5. Infrastructure

• Plan for the long haul. Creating the needed 
training, technicians, spare parts and computerized 
banks of information takes time and money.

• Match the infrastructure to the customer 
segment.

6. Measurement 

• Let your customers say what counts. 
• Pick multiple measures. Picking too few can 

influence the wrong behavior. 
• Close the loop. Make the measurement systems 

matter. Tie them to intrinsic and extrinsic rewards. 
Use the feedback to develop new processes, 
products and services.

A SIX POINT PLAN FOR 
CUSTOMER SATISFACTION

Happy customers come back--and spread the word in their social 
media communities. Of course, a little encouragement to leave 
good reviews helps, too.

Shameless Plug 
CLM thrives on collaborating with companies to find mar-
keting and advertising strategies and solutions based on 
the topic above, and many others. For a quick online tour 
of our agency, or to contact us, visit 
www.clmnorthwest.com


