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The Strategic Planning Group’s

SERVICE QUALITY STRATEGY
Comprehensive process of determining your customer’s preferences, service quality focus, standards and action plans

Customer Values

Voice of the Customer & 
Employees

• Review Existing Research 
and Focus on a Few CSFs

• New Values Research*
• Communications

• Select CSFs
• Service Basic Stance
• Customer Promises
• Statement of Service 

Behavior
• Strategic Framework
• Communications

Service Quality Culture

Senior Executive 
Agreement/Commitment to 
Specific Service Factors

Part I
15 Working Days

(Using Customer Research)
• Employee Selection
• Brainstorming Process
• 30 - 45 Days
• Operational Framework
• Ideas Generation - Not 

Business Cases
• Ranking & Rating Ideas
• Senior Executive 

Confirmation
• Communications

Quality Action Teams
Part II

15 Working Days
(Executive Workshop)

Part III
30 Working Days

(Employee Participation)

Part IV
15 Working Days
(Consolidation)

Continuous Improvement 
Suggestions From Employees

• Integration of All Previous 
Phases

• Selling of the Blueprint & 
Buy-In

• Senior Executive 
Approval

• Roles & Responsibilities 
Defined

• Standards of Performance
• Benchmarks
• Measurement Techniques
• Monitoring Process

Final Blueprint

Consolidation of All Elements 
into a Focused, Cohesive 
Strategic Plan

Development of A Strategic Blueprint or Service Quality Strategy

Expected Output and Benefits

* New research may require more time

This shows our unique service quality “blueprint” process and service improvement model. We believe that senior 
executive need to understand customer preferences then determine what the company should stand for in service and 
develop a clear strategy or direction for all employees to understand.  Then employee involvement is critical to any 
sustained quality effort and we use another unique process to engage employees and obtain their commitment to service 
excellence.   The result is a pragmatic approach to building and implementing a service quality strategy from top to 
bottom.


