


Christina Burns

Director of Customer Happiness

With Ruby since 2009

10+ years of customer service
experience

Read her insights at
cxburns.com
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Agenda

Introductions

What is a service pyramid?

Delighting customers through the pyramid
Service pyramid in action

Tools for building your own

Questions
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Ruby Service Pyramid
MAKE MEANINGFUL
AU CONNECTIONS

GIVE THEM WHAT THEY
DONT EVEN KNOW THEY WANT

BE PREPARED WITH
THE RIGHT INFRASTRUCTURE
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A Ruby Service Pyramid

Self-
e v

GIVE THEM WHAT THEY
DONT EVEN KNOW THEY WANT

p
Belonging
FOSTER HAPPINESS
BE PREPARED WITH
Physiological THE RIGHT INFRASTRUCTURE
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Ruby Service Pyramid

BE PREPARED WITH
THE RIGHT INFRASTRUCTURE




Trust in Action

“In the first weekend, Ruby’s exceptional service resulted in
three sales orders, bringing in over $20,000 in revenue. At
the end of the week, Ruby had earned the top spot on our
sales team.”
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Loyalty Level

RUby SeI'ViC‘e Pyra;mid » Strengthening the service relationship

« Little niceties, little flourishes =
profound impact

» Positive language is key

CREATE EXPERIENCES

FOSTER HAPPINESS




e as in Absolutely
9 as in Brilliant

@ as in Cupcake
Q as in Delightful
e as in Excellent
G as in Fantastic
@ as in Giggle

as in Happy

as in Ice cream

as in Joy

as in Kitten

as in Lovely

as in Magic

as in Naturally

0600000

Ruby Spelling Alphabet

@ as in Outstanding

9 as in Perfect
@ as in Quick
e as in Ruby
9 as in Sunshine
a as in Terrific

Q as in Upbeat

G as in Vibrant
@ as in Wow

as in Xs and Os
9 as in Yes
e as in Zany
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Loyalty in Action

“Ruby has provided me with peace of mind because I know
my calls are answered in a warm, professional manner.
Messages are sent quickly and accurately. Most of all, I
know how my phone will be answered. I am completely
confident Ruby represents my business in exactly the way I
need.”

- Qenice H
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Ruby Service Pyramid

MAKE MEANINGFUL
CONNECTIONS

GIVE THEM WHAT THEY
DONT EVEN KNOW THEY WANT




Relationships in Action

“Wow! Your timing is extraordinary—I was about to buy the
exact same thing for myself!”

- Seott Landhart, Landhort Tne.
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Ruby Service Pyramid

PEQPLE

PROCESS

People and Process

« Balance autonomy and systems

« Empowerment with structure
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Ruby Service Pyramid

BE PREPARED WITH
THE RIGHT INFRASTRUCTURE




Trust Activity: Fundamentals List

What do you absolutely need to

provide your service at a basic

level?

Examples:
» Checking your email
* High-speed Internet

 Live chat

receptionists



Refine!

Streamline!

Automate!




Ruby Service Pyramid

CREATE EXPERIENCES
FOSTER HAPPINESS

Loyalty Level

receptionists



Loyalty Activity — Touchpoint Inventory

Make a list of your customer

touchpoints.

Examples:
» Telephone greeting
» Hold music

 Office lob]oy
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Create systems to
personalize touchpoints




Ruby Service Pyramid

MAKE MEANINGFUL
CONNECTIONS

GIVE THEM WHAT THEY
DONT EVEN KNOW THEY WANT




HAIR BENDER I

STUMPTOWN |

COFFEE ROASTERS v
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Ruby Service Pyramid
MAKE MEANINGFUL
AU CONNECTIONS

GIVE THEM WHAT THEY
DONT EVEN KNOW THEY WANT

BE PREPARED WITH
THE RIGHT INFRASTRUCTURE
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And we can help!
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Work the way

you want

ARl
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Save money without

sacritie ing quality




RURTH
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Christina Burns
Director of Customer Happiness
cburns@callruby.com
866-611-7829

www.callruby.com



