Service Excellence at Insurance House
Recognizing the impact of service excellence on organizational performance, Insurance House initiated three levels of research to establish a baseline. 
1. Customers were surveyed to assess Insurance House on key service dimensions relative to competitors.
2. Internal service employees were asked to rate their perception of their service on the same dimensions for comparison with customer responses.
3. Using similar dimensions, internal employees were asked to rate the service they receive from other internal departments.
It was determined that a workshop format would be the best approach to share the results in order to ensure complete understanding and acceptance of the data and to provide participants with actionable tools and techniques to improve their service. Remillard & Associates was hired to design the program. The workshop was conducted in two half-day sessions. A reinforcement guide was designed to provide managers with exercises they could assign and debrief, giving participants an opportunity to apply the skills and concepts on the job. 
Further reinforcement was initiated through service “Champions” who were selected from each department to represent their function in addressing service issues with the departments they depend upon or support. The champions are responsible for creating a service plan for their department and to recognize individuals for examples of service excellence. Insurance House also designed an awards program to recognize individual and team performance.
[bookmark: _GoBack]The Service Excellence intervention is an ongoing process. Several levels of post-training evaluation and feedback are being conducted. Ultimately, the original survey research will be replicated to assess impact.

