	
	The Service Excellence Initiative( / Year III

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
	
	Program Length / Mission

	1


	
· Entire Supervisor, 
Manager, 
“Leadership Team”
	
	· 2 hours Leadership Briefing
· Buy in / Commitment
· 2 hours Service Excellence Council Briefing



	
	
	3-4 Weeks
	

	2


	
· Entire Supervisor, 
Manager,
“Leadership Team”
	
	· 1 day (SELC for New Managers)
· 1 day Inspired Coach providing Managers with Advanced Coaching Skills

	
	
	3-4 Weeks
	

	3a


	· New “Ambassadors”
	
	· 1 day
· How to coach & mentor new SEAs

	
	
	2 Weeks
	

	3b


	Service Excellence Advisors:

· Best of the best, front-line

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

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

	
	
	3-4 Weeks
	

	4


	· Service Excellence Advisors

· “Leadership Team”
	
	· 1 day
· Skills to get more done in less time

· Continue change momentum


	
	
	1 Week
	

	5


	
· Everyone!
	
	· 2 hours over a 4 – 6 week period
· Learn advanced skills of Service Excellence

· Emphasizes work unit implementation


	
	
	

	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 IV SEA Candidates



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

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

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

	
	
	
	

	
	

	

	

	
	* Service Empowerment Leadership Course
	




































































Year II Service Summit #II 





Service Excellence Council ( Briefing





Leadership Briefing( III





SELC* for the New Manager





      The Inspired Coach(


Coach–The-Coach Seminar





The SEA Ambassador as Communicator, Coach & Mentor( 





 Service Excellence Advisor( Train-the-Trainer Course





Thriving on Multiple Priorities(  Seminar





Stress Less Service Excellence(


Customer Satisfaction


Workshop III





 “D.O. I.T.”(�Implementation Meetings Facilitator Seminar

















Program Design Consultation





Year III Service Summit( #I





Annual Progress Audit








Year III Service Summit #II





Year IV Service Excellence Council Orientation Briefing





Year IV Leadership Briefing





Phase IV / Year IV





Annual HealthCare Service 


Excellence Conference(








