
OPERATIONAL 

EFFICIENCIES



The Challenges We Face

WHAT
causes conflict and organisations to 

FAIL?



MARIO’S RESEARCH INTEREST
1. Managerial cataracts

2. Executive blind spots/Managerial infertility

3. Professional workplace bullying

4. Toxic and dark side of leadership

5. Signs of  ethical collapse and low morale

6. Managerial derailment and Spiritual Leprosy

7. Detoxifying the workplace- Swine viruses

8. Dysfunctions of a team 



TAKE A POSITIVE VIEW  
OF YOUR CUSTOMER

• I love helping customers.

•Customers are the reason for my work,  NOT 

an interruption to my work.

• I’m eager to help them when they call.”

• Problem solving is fun.



TAKE A POSITIVE VIEW 
OF YOUR CUSTOMER

• I like connecting with customers on a personal 

level.

•My customer is my partner. When s/he succeeds, 

I succeed.

•Getting a customer fixed up energizes and 

motivates me.



SO WHAT?

Most organizations never hear 96% 

of the complaints Customers have!

Does this apply to you?

Source: TARP (Technical Assistance Research Programs), White House Office of Consumer Affairs, Washington, D.C.



RECOVERY PROCESS

• Problems are really opportunities to dazzle Customers!

• Therefore, good problem recovery 
is a key part of any Customer loyalty strategy



FIVE “A”S TO RECOVERY

 Acknowledge the Customer

 Assess the situation

 Affirm your understanding

 Analyze alternatives

 Agree on a plan















BEST PRACTICES

Raising the Bar of Service Excellence 
and Productivity 



BEST PRATICES

1. POSITIVE AND HEPFUL ATTITUDE

2. SPELL OUT YOUR VALUES 

3. PASSION FOR SERVICE

4. GO THE EXTRA MILE

5. BE A WORD CLASS LISTENER



BEST PRATICES

6. BEST ADVICE, BEST VALUE

7. DO WHAT YOU SAY YOU ARE GOING TO DO

8. STAY IN CONSTANT CONTACT

9. IMPORTANCE AND UNIQUENESS

10. TREAT THE CLIENT AS YOU WOULD LIKE TO BE TREATED





















LET THE REST OF YOUR LIFE

BE THE BEST OF YOUR LIFE!

BE BLESSED



MY PERSONAL COMMITMENT

I can and will commit to do the following . . . 




