iQuestions Faculty, Barbara Glanz

Question:
What are some ideas for service guarantees?
Answer:

One of the ways that you can differentiate your organization from your
competition is to really get creatived get out of the boxd and come up
with some service guarantees, and some things that will really get the
customer 6s attention.

As you think about these guarantees, there are a couple important
things.

Number one: all your employees have to really be on board. You have

to be able to do this, and they have to be able to understand that they

can achieve this. Youdll see what | mean in
some examples. But then you want to just market the heck out of it,

because this is going to get you lots of attention.

One of my favorite examples is a hospital in the lllinois area. On their
mar quee, they had a service guarantee that s
in our emergency room in 15 minutes, your Vi

Now, most of us with children have spent hours and hours waiting in

emergency rooms, so one of the things that happened with that

service guarantee is that they had so many customers that they

al most had to close their doors. Wouldnot th
organization?



Another guarantee that | love is another healthcare organization in

Hawaii. They decided to market to their customers that if they made a
mistakedand | al ways used to smile thinking, fl
in their bookkeeping and not on the operating tabled but if they made

a mistake, the customers had a choice of either a mug with a rose, or

a $50 credit on their bill.

Now, what do you think most customers chose? It was the mug and

the rose, which cost $4. The interesting thing about that was, it was

that little bit of atonementdt he cust omer s dothing bigyant s ome
necessarily, but they just want you to acknowledge, and to guarantee

in some way your good service.

And so with that mug and a rose, they had something they could keep
that lasted for a long time, and reminded them of how much they
really enjoyed working with that organization.

So get your creative juices going, get your employees together, and

think about what it is that you could offer as a service guarantee to
your customers that would truly get their attention.
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