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The key customer satisfaction attributes are the
same for public and private sectors
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Proprietary and Confidential to North Highland



The typical outcomes of satisfaction are not the
same for the public sector
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The process of measuring and creating
satisfaction remains the same

“Developing the customer experience”

Sustain
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* Who are your customers? + How do you choose what * How do you measure
* What are their needs? to fix first? success?
« What are your goals? * Does everything need to « What will it take to adopt
be improved? a customer service
culture?
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