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Frameworks and
Road Maps

p

SINGAPORE S PR’ NG

AIRLINES Copyright © Service Quality (SQ) Centre Pte Ltd Pre-ASSA Board Meeting Seminar

FOUNDING PARTNERS  ajl Rights Reserved Version February 2003 6 Mar 2003



SERVICE
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SERVICE

SINGAPORE QUALITY AWARD FRAMEWORK Rl

CenTrE
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PLANNING
ol
= (7))
- 0 o 0
N N L —
g N S —
UDJ INFORMATION L] ® -

(@) = p)
< O ) LI
LLI Y - nd
_ al @)
PEOPLE

Driver System Results
W

cnommane IPRING

'''''''' Copyright © Service Quality (SQ) Centre Pte Ltd Pre-ASSA Board Meeting Seminar

FOUNDING PARTNERS i Rights Reserved Version February 2003 6 Mar 2003
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The Ritz-Carlton Chronology of
Performance Excellence

Genesis 1890’s Caesar Ritz defines Standards for a Luxury Hotel

Apprentice Programs, Inspection/Audit by the Master

General Manager Concept
1900 2 :

Delegation of Quality to Functional Managers

Managers Plan / Workers Do

1980

1983 Extensive Participation of Horst Schulze
in the Management of Quality
» The Credo
*Basic Standards for The Ladies and Gentlemen

1988 A Passion for Excellence

MBNQA Audits and Feedback
Business Excellence Roadmap
(Figure 3)

Involving People in the Planning

of the Work that Affects Them

100% Employee Pride & Joy,

ero Customer Difficulti

0% Customer Loy

W
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Xerox’s Quality Journey Senvice

QuALITY
CenTrE
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Timeline 1980’s Mid-1980’s 1989 1990’s
)/ aﬂm Source : Xerox : M. Yoshizawa.
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SQ Fundamentals
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SERVICE

HIERARCHY OF CUSTOMER VAL U=

TRE

4| UNANTICIPATED

3| DESIRED

2|EXPECTED

1 |BASIC
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SERVICE

Managing the Dimensions of Service B

€ Tangibles

4 Empathy

€ Responsiveness

€ Assurance

CenTrE

Appearance of physical facilities,
equipment, personnel and
communication materials.

Caring, individualised attention the firm
provides its customers.

Willingness to help customers and
provide prompt service.

Knowledge and courtesy of employees
and their ability to convey trust and

confidence.
€ Reliability Ability to perform the promised service
dependably and accurately
SInﬁAPbRE SPR’NG
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SERVICE

Singapore Airlines - “Singapore Girl” gz

CenTrE

* Best Airline in the World (Business Traveller A/P (10th Time), Asian Wall
Street (4th Time))

» Best First Class, Business Class, Economy Class, Frequent
Flyer, Best Asian Airline

 Best Managed Carrier (Aviation Week)

« Most Committed to Shareholder Value (Finance Asia)
» Best Foreign Airline (US Travel & Leisure)

* Preferred Airline (Time Readers’ Travel Choice)

* Best Airline (Conde Nast Traveller, 13yrs)
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SIA Service Philosophy

SERVICE

QuALITY
CenTrE

e Safe, clean and
comfortable

e Ambience

e SilverKris Lounges

e Attention to details

e Computerised pax
handling

e Efficient baggage
handling

e (Good airport facilities

Excellent Excellent Delivery System Excellent Mindset
Product (People)

e Modern fleet e Reliable schedule Asian values

e Convenient route network | e« Delivery standards SIA Girl symbol

» Basic respect

> Diligence in work

» Care for customer
Customer champions, heros
» Top marks

» Higher ground
Outstanding Service on the
Ground (OSG)

Transforming Customer Service (TCS)

5 Dimensions

o TANGLIBLES
(Ambience, Grooming)

p

o ACCESSIBILITY
(Easy to Teach)

o RELIABILITY
(Consistent, Hassle-free
even under pressure e.g.
flight delays, hijack, USD
1,000 for every pax)

ASSURANCE
(Safe, Fair even under
pressure)

RESPONSIVENESS
(Prompt personalised
attention)

CDDINI,
singarore <1 INTTVI
AIRLINES
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Process

Service Blueprinting (Mapping)

Customer total experience
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SOURCES OF CUSTOMER G
FEEDBACK S

Snr Mgmt Visits

Sales Calls to

current to
INTERNAL customers Customers Contract by
STAFF Mfg/QA, Hse,
INPUTS \ / S&D
Customer Technical
Surveys —_ & Support

Customer
Feedback

Complaints & \

Compliments

Customer Visits
to Company

Acquisition/
Defection
Analysis

New Business
Contracts

Loyalty
Programs

Exhibitions/
Trade Shows

p
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CUSTOMER EXPERIENCE PRE-FLIGHT, IN-  EEEYE:
FLIGHT AND POST-FLIGHT Quaurry

CenTrE

Pre-flight Activities

Decision to Confirmation
make trip (including schedule/
route changes)

A 4 A 4

Select carrier Y Board aircraft
Travel to Airport

\ 4

Proceed to gate

A 4

A 4

Make reservations
(self, travel agent,

A 4

\ 4
other) Check-in Find seat
-air, hOtel, car -seats bags
rental, other : ’
bookings passport
\ 4
4 Passport control v
Pay and security check Stow hand
baggage
v . v v
Documentation . i .
Ireceipt Wait for Flight Sit down >
SINGAPORE SPR’NG
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CUSTOMER EXPERIENCE PRE-FLIGHT, IN- [Eas

QuALITY

FLIGHT AND POST-FLIGHT CenTre

In-flight Activities

— Fasten seat belts > Informational
announcements > Shopping
A 4
Safety demonstration v v
and :
announcements -Newspapers, magazines connectlgn_/_
_News updates transfer activities
-Games for kids/adults
-Food/beverages
-Movies
v -Audio Channels
Basic in-flight amenities entertainment :
audio/video system -Audio/video for business
_seats and other purposes

-Medical help
-Assistance with work
-physical exercise

-overnight kits
-pillows, blankets
-Joilets

SINGAPORE SPR’ NG
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CUSTOMER EXPERIENCE PRE-FLIGHT, IN- [Eas
FLIGHT AND POST-FLIGHT

Post-flight Activities

A 4

Land

l

Transit stop at airport

l

Take off
(repeat in-flight)

l

Arrive at destination

l

Disembark

p
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Immigration

A 4

QuALITY
CenTrE

Book/confirm
next flight,

Bag retrieval

l

Customs

l

Leave airport

A 4

seat reservations,
in-flight services,
etc.
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EXAMPLE OF SERVICE BEHAVIOU s
STANDARD Cenrre

ACTION STEPS PHRASEOLOGY

Maintain eye contact and friendly

disposition when providing services

to patients.

If instructions need to be given to “Mr/Ms/Madam (or,

patient, ask patients/person Sir/Madam), is there anything that

whether he/she understands the you would like me to explain

instructions given again?”

Give telephone number for further | “Mr/Ms/Madam (or,

assistance, where needed Sir/Madam), please call me at
phone number if you need
further assistance.”?”

End the contact with appropriate “Mr/Ms/Madam (or,

salutation and closing with a smile | Sir/Madam), thank you ( or “take
care”, or “have a nice day”).”

p
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Measurements
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SERVICE

A FRAMEWORK FOR A SERVICE QUALITY %UALITY
MEASUREMENT PROGRAMME alili

Strategic Planning

Organisation Learning SQ Measurement
Programme
a
Organisation Key Quality
Customer Research Aligrgment Study Indicators
+Focus Group + Climate Survey Service Service Complaints Service Audit
Interviews +Employee B||v|app_|ntg/ Standards Management
¢ ueprintin
+ Customer Satisfaction Survey P 9 ¢ I\S/Ir)]/gter%
Satisfaction Survey : : ppIng
+ Service Partnership + Telephone
+ Customer Survey Service Audf[t)
Perceptions Survey
+ TNA Guarantees
+Benchmarking
Survey
\ 4 \ 4 \ 4 \ 4 \ 4 \ 4 \ 4 A\ 4
Continuous
Improvement
Management < |
Information System [~
sineacone IPRING
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SERVICE

FEDEX QUALITY DEFINITION |

Quiality is defined as performance to the standards of the customer.

Quality is doing Right Things Right the First Time.

International Service Quality Indicators (SQI)

Lost Packages
Damaged Packages
Wrong Day Late
Invoice Adjustments
Traces

Right Day Late
Abandoned Calls
Overages

No Proof Of Delivery

EEEEEECEEE

p
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50 points
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Service Performance Index

SERVICE

QuALITY
CenTrE

Airport Operations

2nd Q
1996

1St Q
1997

2nd Q
1997

Change
from 1%
Q97

Change
from 2"
Q 96

Americas

Europe

South West Pacific

North Asia

South East Asia

West Asia

Systemwide
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SERVICE

HOW SIA PERFORMS QuALrry

CenTrE
1999 1998 Change

Capacity

a. Capacity Tonne-km (M) 1.397.2 1.303.6 + 7204

b. Seat-km (M) 73544  7,016.9 +4.8%
Traffic

Passenger-km(M) 58480 53643  + 9.0%

Freight Tonne-km(M) 448.2 390.7 +14.7%

Load Tonne-km (M) 1,010.1 906.2 +115
Passengers carried (‘000) 1,222 1,120 +9.1%
Freight carried (M Kg) 71.0 59.3 +19.7%
Pessenger Seat Factor (%) 79.5 76.4 + 3.1 pts
Cargp load Factor (%) 66.9 64.4 +2.5 pts
Overall Load Factor (%) 72.3 69.5 +2.8 pts
Punctuality

On-time departures (%) 86.0 84.6 +1.4 pts

On-time arrivals (%) 83.3 80.9 +2.4 pts
a
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Complaints/Compliments Handling System (C,HS)

Channel Input

Complaints
via written, fax, letter, e-mail, verbal, phone

A 4

Sorting and Categorise & Index
Processing
A 4
A 4 A 4
Standard Reply Customised Reply
v
Response [ |
Phone letter
| |
I
v
Analysis Management reporting
through format - graphs, publications, charts, trend analysis, service opportunity
A 4
Action Implementation

Follow-through
& institutionalised

A 4

Follow through with Customer




CFMS FRAMEWORK

SERVICE

QuaALTy
CenTrE
Customer Product & Trouble Historical
Information Service FAQ Shooting FAQ Information
« Customer|Profile * Pricing * Lesson learnt » Complaint
* Product/ Service/ Purchased * Features * Quick resolution + Service Request

*SLA
» Value

* New Development
» Manual

« Steps and Procedure

« Transactions/
Purchased

« Outstanding Issues

Internal

Feedback -
M Assignment Follow-u Outcome
Registration g P
+ Sales Close
* General Enquiries » Sales & Marketing * Meeting « Win/ Lose
« Sales Enquiries » Maintenance * Repair * Report/ Analysis
External « Service Request « CAMS * Rework « Customer

» Complaint Satisfaction
» Compliment

* Suggestion

* Product Development * Investigation

* Time Stamp * Time Standard
« Status ) * Process/ Problem Owner
- Content of Feedback Tracking Esgﬂfgéon + Escalation Level
* Resolution Period
W * People Involved
sngaeone IPRING
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