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Situation Summary 
 

 Department Heads/Officials Becoming Increasingly Aware of 
Need for Improved Customer (Taxpayer) Perceptions. 

 Taxpayers Demands on Departmental Personnel are High 
 Inter and Intradepartmental Cooperation Requirements Are High 
and Increasing 

 
Management Objectives 
 

 Improve Customer Service Skills 
 Handle Problems/Questions at Departmental Level 
 Improve Taxpayer Service Perceptions 
 Improve/Maintain Value of Services 
 Maximize Inter and Intradepartmental Coordination 
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Our Approach 
 

 Improved results stem from positive behavioral change using a 
goal-oriented process to improve knowledge, skills and attitudes. 

 Four (2½ hour)  Workshops 
 Internalize Principles (Unconscious Competence) 
 Assessments and Applications of Strengths 
 Practice sets specific to the issues 

 
 
 
 
 
 
Customer Service Content Includes: 
 

 Going Beyond Customer Service: Creating Customer Loyalty 
 Creating and Measuring Customer Loyalty 
 Effectively Managing Stress and Impulses 
 Goal Accomplishment for Success 
 Always Creating a Powerful Connection 
 Dynamic Communications/Teamwork 
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Benefits 
 

 Unconscious Competence 
 Improved Customer Service Attitudes 
 Greater Departmental Synergy 

   Decreased:  Taxpayer Grievances/Escalated Complaints 
    Decreased:  Administrative Costs 
    Increased:   Self-Direction/Productivity 
    Increased:   Taxpayer Satisfaction 
    Increased:   Work Environment Satisfaction    
  Increased:   Cooperative Efforts 
 

Investment Includes 
 

 Assessments and Analysis 
 Textbook/Workbook for Each Participant 
 Audio for Each Participant 
 10 Hours of Customer Service/Loyalty Workshops 
 Unlimited Phone/Email Support 
 $5000 for up to 10, $7000 for 11-15, $8500 for 16-20,  $9500 for 21-25 
Participants. Each Additional Participant over 25=$350. 

 210 Miles per Session @ Prevailing IRS Commercial Rates. 
 
 

Why Us? 
 

 Process has 31 years success, local facilitator with Global Support 
 Proven, Sustainable Process at Numerous Governmental Entities (Federal-
Municipal) 

 Specific to City of West Lafayette. 
 Highest Value Return of Investment. 
 Attainment of Management Objectives-Process Directed Towards Results, 
Not Just Competence. 
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