	
	The Employer of Choice - Service Excellence Initiative( Year I 

The 6 Step Journey to World Class Customer Satisfaction

This Flowchart Depicts the 6 Core Training/Implementation “Steps” of the Service Excellence Initiative( Culture Transformation Process

	
	Who Participates:
	SEI LAUNCH
	Program Length/Mission:

	
	· Program Director(s)

· Executive Sponsor(s)

· Service Excellence Council Chair


	
	· 2 days

· In Calgary

	
	(Interval between steps)
	2-4 Weeks
	

	1


	· Entire Supervisor, 
Manager,  
“Leadership Team”
	
	· Leadership Briefing - 4 hours
· Accountability Workshop– 4 hours

· Service Excellence Council Orientation – 2 hours

· Physician Leadership Briefing



	
	
	3-4 Weeks
	

	2


	·  “Leadership Team”


	
	· 2 days
· Creation of “O.A.S.I.S.  Teams” to proactively change the culture by implementing 
Best Practices (Operationally Advanced Service Improvement Systems)

	
	
	3-4 Weeks
	

	3


	Service Excellence Advisors:

· Best of the best, front-line

· Proven service commitment
· Chosen for positive attitude
· Ratio of 1 SEA per 15-20 staff
	
	· 2 days
· SEAs Learn How To:

· Teach the Service Excellence Workshop
· Serve as a Role Model
· Conduct New Hire Orientation

	
	
	3-4 Weeks
	

	4


	· Service Excellence Advisors

· “Leadership Team”
	
	· 1 day
· Cope with Difficult Customers/Co-Workers

· Continue change momentum
· Breakdown and Eliminate “Us vs. Them”

	
	
	2 Weeks
	

	5


	· Everyone!
	
	· 3 hours/over a 4 – 6 week period
· Learn core skills of Service Excellence

· Attitude paradigm shift
· Taught by teams of SEAs x 4
· Emphasizes work unit implementation

	
	
	2 Weeks
	

	6


	· Service Excellence Advisors

· “Leadership Team”

· Everyone
	
	· “D.O. I.T.” ( Seminar – 6 hours  

  How to facilitate D.O. I.T. Meetings

  [Daily Ongoing Implementation Tactics]

· Service Summit – 2 hours
· O.A.S.I.S. Teams showcase culture change progress
· Facilitated by SEAs/Set by Manager

	6
	One-hour Implementation Meetings, every 3-4 Weeks
	· Result – 1,000’s of 1% Changes

	
	
	
	

	
	
	
	· 1 day Progress Audit consisting of small meetings

	
	
	
	

	
	· Service Excellence Advisors

· “Leadership Team”

· Year II SEA Candidates


	
	· 2 hours Leadership Briefing
· Work-units showcase their enhanced “Best Practices”

· Celebrates completion of “D.O. I.T.” Phase

· Transition  to Year II
· 2 hours Service Excellence Council Orientation Briefing
· 2 hours Service Summit # 2
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Year II Leadership Briefing





Year II Service Excellence Council Orientation Briefing
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Physician Leadership Briefing








