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Satisfying Your Customers Differences Between High and Low Satisfaction Customers

Below 50% Highly Satisfied Above 80% Highly Satisfied Parcenlile Diference Batwean Balow 50 and Above 80

N =1232 o 10 3 30 40 5 60 TO 80 8D 100

* Study of Automotive Service Centers in the USA
= Total of 338 dealerships and over 12,000 employees
* Compares organizational culture and customer satisfaction
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Contrast Between Effective & Ineffective Leaders:
”Other” Data

*® Comparison of the top 25% and bottom 25% of leaders in one organization
* Leaders rated by others on their overall effectiveness
* Taken from a sample of 316 leaders and 2,529 “other” raters
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Percentile Difference between Top 25% and Bottom 25%

Defines Strategic Direction & Intent
Defines Goals & Objectives
Creates Shared Vision

Manages Coordination & Integration|
Works to Reach Agreement

Defines Core Values

Develops Organizational Capability
Builds Team Orientation
Empowers People
Creates Change
Emphasizes Customer Focus

Promotes Organizational Learning
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(Potential for Improvement)
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Excellence in Practice
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Leadership and Management Development ———» Coaching/Mentoring

TQM Retention

) Re-engineering
Restructuring )
cs Performance Consulting  Knowledge Management

HPI Measurement ROI
Motivation

Performance Management
Team Building Empowerment —— »  commitment

PM

PDS PDCA 20

PM

ASTD

ASTD

su217

ROI

BSC

hiro-I@smartvision.co.jp 6




