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Tahle 1

Sarvice Customers Want the Bazics

Typa ol Type of
Sarvice Custoamear Principal Expactations
Autormabile Consumers = Be Competant. "'Fix i1 right the first time_ "’
repair = Explain Thimgs. " 'Explain why you need the suggest-
ed repairs—provide an itemized lis1. "’
« Be Respectful. “ ' Don’t treat me as a dumb female. "’
Autormabile Consumers = Keap Me Infermad. “°| shouldn 't have o learn about
insurance insurance law changes from the newspaper.™
= Be om My Side. "'! don't want them 1o reat me like

Property and
casualty
insurance

Cansumers

Businass
Customers

L

I am a criminal just because | have a clalm, "’
Flay Fair. "'Don't drop me when something goes
wrang. '’

Protect Me from Catastrophe. *'Make sure my gstate
is cowvarad in the event of a major accident.*’
Provide Prompl Sarvice. '°| want fast sattlemant of
my clams. '’

Provide @ Cheanm Room. '“Don’t hawve a deep-plle car-
pel thal cam’'t be completely cisanad. . . . You can
literally see germs down there "~

Provide a Secure Room. ''Good bolts and paaphole
an goor. "’

Treal Me Like a Guest. 'I1 is almost ke they' re looak-
ing you over to cecide whether or not they're going
1o let you have a room, "’

Keap Your Promise. “'They said the room would be
ready., but it wasn't at the promised time.'"

Fulfil Obligations. “‘'Pay up.

Learm My Business and Work with Me, "'l axpect
them to know me and my company.'’

Protect Me fram Catastrophs. '"They should cover
yaur risk exposure so there is no single big loss. "
Provide Prampt Sarvice. "*‘Fast claim service. ™’
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