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FiveStar Customer Service Strategies

Service



At 211° Degrees, Water is Hot.

212° Degrees, it boils.  

And with boiling Water, comes steam.

And steam can power a locomotive!



It doesn't matter whether you are a 

lion or a gazelle - when the sun comes 

up, you'd better be running. ò

Unknown

Every morning in Africa a gazelle wakes 

up. It knows it must run faster than the 

fastest lion or it will be killed.

Every morning a lion wakes up.  It knows 

it must outrun the slowest gazelle or it 

will starve to death.

Your Competitionéis on the Prowl



Differentiate yourself from your competition. 
Don't be a duck. Be an eagle. 
Ducks quack and complain. 

Eagles soar above the crowd .

~Ken Blanchard and Barbara Glanz, 
authors The Simple Truths of Service

What Is Your Service Temperature?



IF YOU GET UP IN THE MORNING 
EXPECTING  TO HAVE A BAD DAY, 
YOU'LL RARELY DISAPPOINT YOURSELF. 
SO...ñSTOP COMPLAININGò! 

Excerpt from Wayne Dyer, Author of
ñYou'll see it when you Believe itò -



CELEBRATE THE REACHING OF NEW HEIGHTSé  
THEN "RAISE THE BAR" TOGETHER. BUT DON'T 

FORGET, AS YOU'RE RAISING THE BAR,                              

SO IS YOUR  COMPETITION . 

Challenge from Author, Eric Harvey:
Think of each member of your work group as a 

high jumper.



Lip Service?



Which is Better?



Service Works Both Ways

ñ...a rose by any other name would smell 

as sweet...ò
ðShakespeare



Customer Relationships Have 

Changed

VWe all have customers and we are all customers.

VWe prefer to do business with those who treat 

us well and help us

VSo do your customers.

We have more 

choice now than 

ever before...and 

we like it.



Stay In School

ñItôs what you learn after you know it all that counts.ò
ð Coach John Wooden

Three Schools

Voice of Customer 

School

School of Expertise 

and Passion

School of Self-

Development



Voice of Customer

Stay Plugged In

Saturate your 

business with 

the voices of 

your 

customers.



Beware the ñNiceò Customer

Sheôs smiling, but...

sheôs leaving, and...

her hands are empty.



Expertise and Passion

Your passion, 

enthusiasm, and 

expertise 

radiates 

confidence to 

your customers



Self-Development

Be a lifelong 

student!

ñNothing endures but change.ò
ðHeraclitus, 500 BC



Peter F. Druckerôs Take on Knowledge

Knowledge has to be improved, challenged, 

and increased constantly, or it vanishes. 


