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Why Measure Customer
Satisfaction?

@ Corporate and RSM objective to increase
customer satisfaction scores

@ Customer satisfactiors a key driver to the
whole organization

@ Service IS the secret weapon to recapture
leadership andlifferentiate ourselves from our
competitors
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Measuring, Analyzing and Reporting
Customer Satisfaction

@ Why do we measure satisfaction

@ What do customers want from the
manufacturer and the service providers

@ How do you measure and improve customer
satisfaction

@ SUbB.SNR Qa t 2aid { SNIDAOS
@ Positive feedback
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Roleof-customer:satisfaction

A aypz 27 Iv?)\égl-(])\ g A
UeLIAOFI ttée uSft f

A #1 deal breakeg & . | R N\AS @,
LIS2 L S K2 dzaS U

A

A

Social media sites magnify the good
and bad comments

Sometimes better not to respond to
social media and take care of
personally. Customer may go back
and announce publically.
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Rolecof-customer:satisfaction

Luxury automakers set the bar

high sz

wHavethe highest incidence

of problems, but are most L=/ IS

adept to resolving them

wLexus Is the mostften-cited
brand for satisfactorily
resolving problems

Source: The Luxury Institute Satisfied Problem Resolution

LIOLF

Download Presentations at www.unitedservicers.com \2012/
e e




Rolecof-customer:satisfaction

wService is important in the higgnd
appliance category

wMany SubZero owners also assume
premium treatment
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Rolecof-customer:satisfaction

Opportunity

@ SubZero and Wolf can
carve out a customer
service niche for the high
end appliance category
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Role of customesatisfaction

Excellent quality

Excellent craftsmanship

Personalized customer care
An intelligent choice -

Problem-free

Stylish design

Technologically advanced

Refined
Expensive
Exclusive
High-class

Trendy

0% 20% 40% 60% 80% 100%

Q: Tell me if the word or statement describes luxury products well.
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Role of customesatisfaction

Today,consumers are more
iInformed than ever before

oWhenit comes to appliances,
consumers make we#iducated and
thought-out decisions

wConsumers have high standards
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Role of customer satisfaction

*dLU0 Ad a2YSUKAY3 &2dz dzaS Yl y«
1 0K Kdzo 27

(/)>

tlmesaday)\uQa I
0 KS K2YS®d¢

e LG A& ai201SR
upsets dayto-day famlly life
GKSY Al ONBI 1 a

LIOLFE

Download Presentations at www.unitedservicers.com \2012//
L —

usa



Role of customer satisfaction
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SubZero reputation is built on

guality, their products should
work

*You get what you pay farthus
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Fundamentals of service
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customersbefore during, and
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oI hus, customer service spans
from prospects to owners

Source: Dictionary.com
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Fundamentals of service

Typically measured via: =

wSatisfaction (fulfilling expectations)
wLoyalty (likelihood to recommend)
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Fundamentals of service

Brandadvocate

Increased loyalty

7

Higher satisfaction

9

Excellencustomerservice

L lusal
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Fundamentals of-service

When a problem arises, there Brand advocate

can be a break in thehain
wSatisfaction and loyalty are

Impacted
wBrand equity takes a dive

Increasedoyalty

Highersatisfaction

Excellencustomerservice
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Impactofproblems onbrand

wSatisfactions lower among
those with problems

wOwnersare less likely to
recommend if they had a
problem

«»But, if you can WOW the
customer, it has a big impact

Note: Social media is a popular tool but
sometimes better not to respond
publically
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Impact ofService Satisfaction on the
Likelihood to Use Service In the Future

»A significandrop in likelihood to use service
company again when customer only Somewhat
Satisfied vs. Very Satisfied with the service.

Source: 2011 Post Service Survey

m Definitely Would Not
B Probably Would Not
® Maybe

Probably Would
H Definitely Would

Very Satisfied Somewhat Satisfied

LIOLFE

Download Presentations at www.unitedservicers.com



Impact ofService Satisfaction
on Product Satisfaction

»A significantrop in Product Satisfaction when
customer only Somewhat Satisfied vs. Very
Satisfied with the service.

Source: 2011 Post Service Survey

m Very Dissatisfied
Somewhat Dissatisfied

B Neither

B Somewhat Satisfied

W Very Satisfied

Very Satisfied Somewhat Satisfied
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Impact ofProduct Satisfaction
on Product Recommendation

A significandrop in likelihood to recommend the
product to others when customer only Somewhat
Satisfied vs. Very Satisfied with the product.

Source: 2011 Post Service Survey
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