
CWDA 2013 CONFERENCE

REMEMBERING YOUR STAFF- THE KEY 
TO FIRST CLASS CUSTOMER SERVICE



To boldly go where no woman has gone before

Presenter
Presentation Notes
When you set as your goal to provide 1st Class Cust. Service without knowing it, YOU BECAME PIONEERS! The 1st time a county group said we want to be the NORDSTROMS OF SOCIAL SERVICES- COURAGOUS, A BIT CRAZY, MOSTLY PASSIONATE ABOUT THE WELFARE OF YOUR CLIENTS
For decades, if not centuries people have be trying to change gov’t to be more customer serving. 1990’s Re-inventing Gov’t now Obama Exec Order 13571. You are placing yourselves at the forefront and pioneers & will look back one day on your pioneering role. Google search- almost zero best practices, & nothing at this scale
Not going to be easy- YOU HAVE TO CHANGE AN EXISTING CULTURE AND FIGHT THE FED AND STATE BUREAURCACY
People in high places hoping and assuming you will fail! Private sector and public figures.
So let’s see if we can help you figure out how to best get to the promised land-1st Class CS




A TALE OF TWO AIRLINES

Presenter
Presentation Notes
I got into CS because ticks me off when I don’t get treated right whether as a paying customer or a paying citizen!
Personal experience cancelling Mary’s ticket to Chicago ($650) with United and then changing tickets at SWA. Why the difference-culture and employee culture. Why SWA is not only the most successful, highest CS, highest returns, best co to work for, safest…
SOUTHWEST IS A PIONEER- 
1st Class CS is one interaction at a time- each MOMENT OF TRUTH

CS not an add on, entire culture/company commitment. Can’t make it happen with more training, inspiring marketing messages, procedures or compensation- only entire culture change



Presenter
Presentation Notes
It’s no secret. From early days of JW Marriot, "If you take care of them, they'll take care of your customers and the customers will keep coming back again and again." 
It is the only way today to produce First Class, world class customer service. CONSISTENTLY, NOT BY EXCEPTION LIKE UA AGENT
It’s just hard to do, especially changing the culture vs originally hiring to implement it like Zappos, Amazon or Nordstrom did.
CAN’T MAKE IT HAPPEN WITH ONLY ADDING TRAINING, MANUALS, PROCEDURES, COMPENSATION OR INSPIRING SPEECHES- GOT TO REMEMBER YOUR STAFF



CULTURE

Presenter
Presentation Notes
It’s no secret, it’s a truth that most leaders choose to ignore because it is harder to do. NOT THAT TOUCHY FEELING THING THAT DISTRACTS FROM PERFORMANCE-THE OPPOSITE
Culture is the only thing that drives performance! That’s why so many leaders talk about it today.
Customer centric organizational vision and culture and a employee centric organizational vision and culture



STRONG PEOPLE CULTURES

• Higher returns (X2)
• Higher growth (X2)
• Higher customer satisfaction 
• Higher employee productivity
• Higher retention, lower absenteeism 
• Higher safety
• Higher rate of innovation 

Presenter
Presentation Notes
Research from Gallup Organizations on employee engagement and The Great Place to Work Institute studying Fortune 100 Best Places to Work – data both US and Global
Zappos #31 Best Places to Work, also on list Nordstrom, Starbucks, Four Seasons, Marriott

HUGE SHIFT TO HUMAN CAPITAL- PASSION CAPITAL, EMPLOYEE ENGAGEMENT, STRONG PERFORMANCE CULTURES

Example of strong teams, sports or work teams, how the out perform fragmented, dysfunctional teams
Way to do more with less.



ZAPPOS

“Zappos is about happiness-happy employees, 
happy customers”

“Ultimately it’s about culture…happy employees 
and tapping their hidden talent.”

“The main thing is to just trust the customer rep & 
let them make their own decision.”

Presenter
Presentation Notes
Based on the inspiration of hearing about how Merced County Human Services Agency visited Zappos and how it inspired them to change the way they organized and staffed their call center I’ve picked one of my favorite examples of how the best do it today.   LEARN FROM THE BEST!     ZAPPOS IS ANOTHER PIONEER
Introduce Merced HAS staff and let them tell their story with visuals. STARTS WITH A PIONEERING MINDSET IN TOP LEADERSHIP





HAPPINESS- 4 ATTRIBUTES

• Perceived Control

• Perceived Progress

• Connectedness

• Vision/Meaning

Presenter
Presentation Notes
Based on research: HAPPINESS AT WORK
Perceived Control – People don’t want to feel like they’ve lost control- REALLY BE HELPFUL, NORDSTROMS RULE #1- USE GOOD JUDGEMENT, NOT ADDITIONAL RULES, RITZ $2,000
Perceived Progress – People need to feel like they’re making progress- #1 MOTIVATOR
Connectedness – Having strong social ties- ZAPPOS CALL CENTER TEAMS
Vision/Meaning – Being part of something bigger than yourself




Presenter
Presentation Notes
Who now sits on the ruling organizational throne!
REMEMBER YOUR STAFF- THEY MAKE IT HAPPEN!



Presenter
Presentation Notes
Traditional hierarchy based on military and then manufacturing economy- people are poor substitutes for machines. AGRICULTURAL-INDUSTRIAL-KNOWLEDGE-EXPERIENCE ECONOMIES, CUSTOMER SERVICE EMERGED INTO CUSTOMER EXPERIENCE
Today value is created in the interaction bet/ employees and customers- ENCOURGEMENT, CARING, EMPATHY, HELP IN WORKING THE SYSTEM---MORE THAN BENEFITS
Competitive advantage is based on customer service, even hard goods like Apple-Customer experience, store and phones and computers



STEPS ON THE JOURNEY

• What’s our customer service vision?

• What’s our employee vision?

• What are we going to do differently to 
achieve these visions? (Innovation)

Presenter
Presentation Notes
So how do you go from the old traditional hierarchical, not customer service focused organization to the modern customer service driven organization?



CUSTOMER SERVICE & 
EMPLOYEE VISION

• You’re a Mythical County Agency (Pick a name)

• Your short Customer Service Vision (Top 3 
things- desired customer experience)

• Your short Employee Vision (Top 3 things-
desired employee experience)

Presenter
Presentation Notes
Each table- come up with the name of your mythical county agency-after an animal, character or whatever inspires you
Come up with your 3 concept CS and Employee vision- just list of works or catch phrase- 
Hint: Put yourself in the shoes of your customer or frontline staff- What 3 things would you most want?



We seek to be Earth’s most 
customer-centric company…

Presenter
Presentation Notes
What is your short easily repeatable customer service vision? 3-4 words if possible. Disney-Happiest Place on Earth, Apple stores-Enrich Lives. Guides every decision and how you do business and form your culture. Ritz



We operate with a Warrior Spirit, a 
Servant’s Heart and a Fun-LUVing
Attitude

Presenter
Presentation Notes
Warrior Spirit- took on the industry, democratize air travel, increase freedom
Servant’s Heart- Servant leadership- there to serve employees, treat them like family
Fun LUVing Attitude- Positive emotional experience of flying and dealing with SWA. LUV is their NYSE symbol



We’re called partners, because it’s not just a 
job, it’s our passion. Together, we embrace 
diversity to create a place where each of us 
can be ourselves. We always treat each other 
with respect and dignity. And we hold each 
other to that standard.

Presenter
Presentation Notes
Comes from Howard Schulz’s personal experience of his dad slipping on ice – A PLACE HIS DAD WOULD BE PROUD TO WORK AT




ZAPPOS FAMILY VALUES

• Deliver WOW Through Service
• Embrace and Drive Change
• Create Fun and A Little Weirdness
• Be Adventurous, Creative, and Open-Minded
• Pursue Growth and Learning
• Build Open and Honest Relationships With 

Communication
• Build a Positive Team and Family Spirit
• Do More With Less
• Be Passionate and Determined
• Be Humble

Presenter
Presentation Notes
SAME OLD, SAME OLD DOESN’T WORK TODAY- All the world class leaders in customer service, Amazon, Zappos, Nordstroms, Ritzs Carlton, Disneyland, Starbucks, all ventured into the unknown and innovated. Had the courage to do it differently.
INNOVATION IS THE DIFFERENTIATOR AND DRIVER OF SUCCESS IN THIS ECONOMY- Not only in technology like cell phones, but also customer service- AMAZON, constantly improving and adding new innovations

http://about.zappos.com/our-unique-culture/zappos-core-values/deliver-wow-through-service
http://about.zappos.com/our-unique-culture/zappos-core-values/embrace-and-drive-change
http://about.zappos.com/our-unique-culture/zappos-core-values/create-fun-and-little-weirdness
http://about.zappos.com/our-unique-culture/zappos-core-values/be-adventurous-creative-and-open-minded
http://about.zappos.com/our-unique-culture/zappos-core-values/pursue-growth-and-learning
http://about.zappos.com/our-unique-culture/zappos-core-values/build-open-and-honest-relationships-communication
http://about.zappos.com/our-unique-culture/zappos-core-values/build-positive-team-and-family-spirit
http://about.zappos.com/our-unique-culture/zappos-core-values/do-more-less
http://about.zappos.com/our-unique-culture/zappos-core-values/be-passionate-and-determined
http://about.zappos.com/our-unique-culture/zappos-core-values/be-humble


JEFF BEZOS’ 2 PIZZA RULE

Presenter
Presentation Notes
Jeff Bezos for Amazon came with a rule that innovation teams could not bigger than 2 pizzas would feed. Turns out to be about 6-7 people exactly what research tells is the most productive small group size. 
Innovation is best when it is cross functional, diverse, informal and closest to the interaction bet/ the organization and the customers or clients.
So that is just what we have so let’s have some fun and come up with some great ideas on how to implement more employee focused organizational visions



INNOVATION EXERCISE

• Pick 3 Innovative Ideas to support your 
Employee Vision

• Briefly outline the implementation details-
why, how, how much

• Pick your best idea to present to the group



SOME IDEAS FOR INNOVATION

• Recruiting and Retaining
• On-Boarding & Training
• New Roles- Managers and Sup’s
• Empowerment
• Fun
• New Ideas Generation
• Celebrating Success
• Developing New Individual Talents

Presenter
Presentation Notes
Also come up with your own ideas



1st PRIZE-BEST IDEA

2nd PRIZE-BEST IDEA

3rd PRIZE-BEST IDEA

PRESENTED WITH THE MOST SPIRIT
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