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We Practice Leané and Green !
²Ŝ ƘŀǾŜ ƭƛƳƛǘŜŘ ƳŀǘŜǊƛŀƭǎ ŦƻǊ ǘƘƻǎŜ ǿƘƻ ŎŀƴΩǘ ǿŀƛǘ

White Papers available for download: www.truen.com
άbŜǿ 9ȅŜǎέ - an intelligent approach to Lean Building

ά[Ŝŀƴ 5ŜǎƛƎƴέ ςThe $10K Solution

Presentation handouts are available on Monday
The Rebirth of Operations (10:00 AM Tuesday)

Is Customer Satisfaction Worth it? (8:00 AM Wednesday)

Lean Design ςthe next big thing (Simpad/ Blackpoint #
Wednesday 2:00  Thursday 11:00 

New Monthly Feature in Pro Builder & HousingZone.com
The Lean Design Forum ςaudio and print

Please join our Lean Building Forum on Linked In
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Is Customer Satisfaction Worth It? 
The Obvious Question é

Worth what?

The money?

The time?

The training?

¢ƘŜ ά.Ǌŀƛƴ 5ŀƳŀƎŜΚέ

! ǇǊƻǾƻŎŀǘƛǾŜ ǉǳŜǎǘƛƻƴΥ ²Ƙŀǘ ƛǎ ǘƘŜ άitέ ƛƴ 
άIs Customer Satisfaction worth it?έ 
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What is ñItò? 
ñSame old ïsame old é with a caveat ò

Boils down to a Price/Value calculation

Every builder makes this calculation

Strategically

Tactically

Price ςwhat does it cost you to get C/S?

Value ςwhat are the benefits?
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About that great data Charlie showed you é

aƻǎǘ ōǳƛƭŘŜǊǎ Χ ǿƛƭƭ ŀƎǊŜŜ ƻƴ ǘƘŜ costside 
of the price/value equation

aƻǎǘ ōǳƛƭŘŜǊǎ Χ ǿƛƭƭ ignore the data on the 
benefit side

Just one more paradigm problem

!ŎŎŜǇǘ ǿƘŀǘ ǘƘŜȅ ƭƛƪŜ Χ ǊŜƧŜŎǘ ǿƘŀǘ ǘƘŜȅ ŘƻƴΩǘ

The result?
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A Builderôs stance on 

Customer Service is based 

primarily on the personal 

biases of leadership

More than 20 years of empirical observation says 
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The Caveat -
Enter the 800 pound Gorilla é

JD Power + the Internet = 
profound impact

[ƻǾŜ ƛǘ ƻǊ ƘŀǘŜ ƛǘ Χ ƛƳǇƻǎǎƛōƭŜ ǘƻ 
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 willing to invest in ñit?ò

Since JD Power, Customer 
Satisfaction is up.

As Dr. Deming asked,
ñBY  WHAT  METHOD?ò

4 approaches have 
evolved
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Primary Methods of C/S delivery 

Å The Disneys 

Å wow them through 
the process

Å ά[ŜǘΩǎ ƎƛǾŜ ΨŜƳ 
ǎƻƳŜǘƘƛƴΩ ǘƻ ǘŀƭƪ 
ŀōƻǳǘΗέ
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Primary Methods of C/S delivery 

Å The Demings

Å process fanatics

Å do it right the first 
time

Å problem avoidance
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Primary Methods of C/S delivery 

Å The Handymen

Å CƛȄ ΨǊ ǳǇ ςbefore the 
close

Å Dƛǘ ΨǊ ŘƻƴŜ ƴƻǿ ƛǎ 
cheaper than later
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Primary Methods of C/S delivery 

Å The Salvage Crew

Å Fix it after its broke

Å Suck up mightily 
όάhǊŘŜǊ ƳƻǊŜ ŦǊǳƛǘ 
ōŀǎƪŜǘǎΣ [ƛǎŀΗέύ
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JD Power Fun Fact:

In the 10 year history, one company 
remains at the top on a national basis

Plenty of local companies compete

¢ƘŜƛǊ ƭŜŀŘ Ƙŀǎ ƎƻƴŜ ŦǊƻƳ άŘƻƳƛƴŀƴǘέ ǘƻ 
ƳŜǊŜƭȅ άǎƛƎƴƛŦƛŎŀƴǘέ

My analysis may or may not apply to the 
Ǉŀǎǘ н ȅŜŀǊǎ ƻŦ ǊŜǎǳƭǘǎ Χ

Is there a formula that can be emulated?
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ñYou cannot copy. You must understand why!ò
Dr. W. Edwards Deming

Handymen Model
High dollar cost

IƛƎƘ άǇǎȅŎƘƛŎ Ŏƻǎǘέ ƛƴǘŜǊƴŀƭƭȅ

Salvage Crew Model
Horrific dollar cost

IƛƎƘ άǇǎȅŎƘƛŎ Ŏƻǎǘέ ƛƴǘŜǊƴŀƭƭȅ !b5 ŜȄǘŜǊƴŀƭƭȅ

{ŎƻǘǘΩǎ tǊŜǎŎǊƛǇǘƛƻƴΥ
Based on the Deming Prevention Model - Competence

A dose of Disney  - Relationships

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

¢ƘŜ ά5ŜƳƛƴƎ aƻŘŜƭέ ŀŘǾŀƴǘŀƎŜΥ

By building it right the first time, every time, 
on time, you eliminate 90% of the need for 
service intervention 

This eliminates at least:

Å20% of the work of internal functions

Å30% of the work of sales

Å50% of the work of field staff

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

