2010 suicoers swowe

Is Customer Satisfaction Worth it?

The Lean Perspective

Scott Sedam

TrueNorth Development

Copyright 2010 by TrueNorth Development Inc
Do not reproduce without permission


http://www.buildersshow.com/Home/

We Practice Lean a rcdeen |
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@ White Papers available for downloagww.truen.com

GbSg Sadistdligent approach to Lean Building
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% Presentation handouts are available on Monday

The Rebirth of Operations (10:00 AM Tuesday)

Is Customer Satisfaction Wortl? ((8:00 AM Wednesday)

Lean DesiggQ the next big thing (Simpad/ Blackpoint #
Wednesday 2:00 Thursday 11:00

@ New Monthly Feature in Pro Builder & HousingZone.ct
The Lean Design Forunaudio and print

% Please join outLean Building Forumn Linked In
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|s Customer Satisfaction Worth It?
The Obvious Question ¢

& \Worth what?
The money?

@ The time?

The training?

B¢ KS &. N AY 5 Yl 3SKE
#l LINPOD2OI GADS | iES an

dls Customer Satisfaction worthgt?
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What 11t50 0n
NSame Taeladne oWwthaocaveat 0O
# Bolls down to a Price/Value calculation

® Every builder makes this calculation
Strategically
Tactically

@ Pricec what does It cost you to get C/S?
® Valuec what are the benefits?
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About that great data Cha

sa2al o0dzAif RSNA ostsia f f
of the price/value equation
za 2al0 0 dzi figRdsetid®e daxa opthlef f
benefitside
Just one more paradigm problem
m! OOSLIW ¢KI O GKSé& fA1S
@ The result?
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More than 20 years of empirical observation say:

A Buil |l der 0s
Customer Service Is based
primarily on the personal

biases of leadership
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The Caveat -
Enter the 800 pound Gc

® JD Power + the Internet =
profound impact

#[ 20S A0 2N KIF
ignore. The only name the
customer knows.

# Significant change on the value
side of the equation

® Builders forced to care, even If
they had no desire
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What are you wil liti?mmg

# Since JD Power, Custome
Satisfactions up.

@ As Dr. Deming asked, s
ABY WHAT METHODR o0 ™/
®4 approaches have > |

evolved
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Primary Methods of C/S delivery

A The Disneys

A wow them through
the process
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Primary Methods of C/S delivery

A The Demings
process fanatics
do it right the first
time
problem avoidance
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Primary Methods of C/S delivery

A The Handymen

CA E cWedfdredak]
close

DAU WNJ R2 y
cheaper than later
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Primary Methods of C/S delivery

A The Salvage Crew

Fix It after its broke
Suck up mightily
O4dhNRSNJ Y
0l al Siaz

I_Im
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JD Power Fun Fact:

#|n the 10 year history, one company
remains at the top on a national basis

Plenty of local companies compete
B¢ KSANI f SFR KIFa 32y S
YSNBfté GaArayATFAOlIyGE
My analysis may or may not apply to the
LJ- a0 H &€SINA 2T Nbad
@ |s there a formula that can be emulated?

Customer Satisfaction

INTERNATIONAL Copyright 2010 by TrueNorth Devel t . .
201 0 BUILDERS’ SHOW® op)glc?not reprO()J/ucreusvitﬁ:)ut pee\r/r?]ioszrizin - IS It Worth |t7


http://www.buildersshow.com/Home/

NYou cannot copy. Y
Dr. W. Edwards Deming

# Handymen Model

High dollar cost

al AIK GLIAEOKAO Oz2aité¢ Ayl
@ Salvage Crew Model

Horrific dollar cost

ml AIK GLIAEOKAO Oz2aiué¢ Ayl
#{ 0200Q4a t NBAONRALIIAZ2VY

Based on the Deming Prevention Modé&lompetence

A dose of Disney Relationships

A strong recovery process
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Is there a secret? Yes, actually

#¢ KS Aa5SYAY3I az2RST ¢
By building it right the first time, every time,

on time, you eliminate 90% of the need for
service intervention

This eliminates at least:

209% of t
30% of t
50% of t
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K of Internal functions
K of sales

k of fleld staff

Customer Satisfaction

Copyright 2010 by TrueNorth Development Inc . :
Do not reproduce without permission IS |t Worth |t?


http://www.buildersshow.com/Home/

