Customer Satisfaction, Employee Satisfaction, ROI

 and the Learning Organization
Customer satisfaction does not happen in a vacuum but rather in the dynamics of a corporate system.  Understanding all the parts of the system are required to assure a positive result.

Corporate executives right now, around the world, are wrestling with the idea that if our employees would buy into our vision and perform better, our customers would be happier, more loyal, and our bottom line would improve.  They got the idea of needing to improve customer satisfaction but need to recognize the system behind it that will make it happen.

Starting with senior management, we can map out the process required, the system necessary to achieve our goals (see map).  The vision is translated into training materials, stories, blogs, videos, playbooks, policies, procedures, climate and culture, management training and interactions, and more.    Through these efforts we begin to consider the measurement of employee satisfaction, setting a baseline for future measurement of improvement.  Future measures will depend not only on the actions noted above but also from the feedback of customers—managers—and executives, as the entire process plays out.

Employees are now better trained and motivated to handle the business of satisfying customers.  The process is enhanced by illuminating each and every potential customer touchpoint and assuring the contact employee is ready and motivated.

The customer arrives at the touchpoint, given the expectation proscribed by senior management and communicated though marketing communications.  We measure customer satisfaction using the E.A.R.S. Report measuring the customer’s expectation, anticipation and reality.   The E.A.R. S. Report and the Employee Satisfaction report are used by senior management to tweak the system.

Strong results from E.A.R.S. will have a long term effect on customer loyalty and retention and in turn, R.O.I.   This is the ultimate report on our success and is the third metric needed for the system to work.

The system feedback goes back to both senior management for further tweaks, and the feedback loop of satisfied customers is a closed loop to the employee whose job satisfaction further improves with happy customers.   

We now have an organization, learning through shared vision…personal mastery…goals and vision aligned with motivation … all placed into a system with measures to assure success.
