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This assignment is worth 15 total points (with 190 actual points).
Correct:  /190  =  .00  =  /15
About the Author
Ken Blanchard is the chief spiritual officer of The Ken Blanchard Companies, a worldwide human resource development firm.  He is the author of several bestselling books—including the blockbuster international bestseller The One Minute Manager and the giant business bestsellers Whale Done! and Raving Fans.  His books have combined sales of more than fifteen million copies in more than twenty-five languages.  Few people have made a more positive and lasting impact on the day-to-day management of people and companies as Ken Blanchard.  He is the foremost expert on customer service, with a very interesting, entertaining and simple approach to learning.  Raving Fans may be an easy, fun read, but the message is dead serious.  
About the Book
Ken Blanchard, our author, makes the statement that “Your customers are only satisfied because their expectations are so low and because no one else is doing better.  Just having satisfied customers isn’t good enough anymore.  If you really want a booming business, you have to create Raving Fans.”  
This, in a nutshell, is the advice given to a new Area Manager on his first day—in an extraordinary business book that will help everyone, in every kind of organization or business, deliver stunning customer service and achieve miraculous bottom line results.
Raving Fans is written in a parable style and uses a brilliantly simple and charming story to teach how to define a vision, learn what a customer really wants, and make Raving Fan Service a constant feature—not just another program of the month. 
America is in the midst of a service crisis that has left a wake of disillusioned customers from coast to coast.  Raving Fans includes startling new tips and innovative techniques that can help anyone create a revolution in any workplace—and turn their customers into raving, spending fans.  This is a revolutionary approach to customer service.  Let’s begin our study.
Discovering the Customer   Module 2.1   Continuation page 72
Question 1
a)  As the scene changes and the Area Manager is back in his office, what is the agenda, and what is the task of the company?  (3 points)
b)  What did the Area Manager discover about their customers?  (3 points)
Answer 1:
a) 
b) 
The Taxi Service   Module 2.2
Question 1:
a)  Who was the Taxi driver?  (2 points)
b)  What was so unique and different about this taxi service?  (7 points)
Answer 1:
a) 
b) 
Question 2:
a)  Explain the duck and eagle analogy.  (5 points)
b)  How did this analogy apply to Dennis, and how did he respond?  (5 points)
c)  Why doesn’t Dennis discuss religion or politics with his customers?  (2 points)
Answer 2:
a) 
b) 
c) 
Question 3:
a)  Examples of true Raving Fan Service are _________ and _________ between.  
(2 points) 
b)  State the first two Secrets begin Raving Fans.  (2 points)
Answer 3:
a) 
b) 
The World’s Greatest Service Station    Module 2.3
Question 1:
a) What makes this business so unique or different?  Be specific.  (10 points)
b)  What is the price strategy of this “full-serve” Service Station?  (3 points)
c)  People who create ______________ as customers have ________________________. 
No one can accuse them of being ________________________.  But if they were __________________, they wouldn’t be creating ___________________.  (5 points)
Answer 1:
a)  
b) 
c) 
Question 2:
a)  What is it that makes Andrew, the manager of the Greatest Service Station, a Raving Fan manager?  Be specific.  (10 points)
b)  What is the reason for the window in the manager’s office?  (3 points)
Answer 2
a) 
b) 
The Third Secret   Module 2.4
Question 1:
a)  State the third secret in the shield behind creating Raving Fans?  (2 points)
b)  Explain how the third secret works?  (5 points)
c)  Can you provide an example of the third secret?  (5 points)
Answer 1:
a) 
b) 
c) 
Question 2:
a)  What happens if your customer service lacks consistency?  (3 points)
b)  How do you “build toward the total vision” using the clean window example?  
(5 points)
c)  What happens if you advertise new things but you can’t get the old ones right, as in the airline example?  (3 points)
Answer 2:
a) 
b) 
c) 
Question 3:
a)  What do you do if the service you promise to the customer is too large to successfully implement quickly?  (3 points)
b)  “Promise les than you deliver”.  Is this good advice?  (3 points)
c)  When do you “raise the hurdle” in terms of offering more service?  (3 points)
d)  What you have to do is ___________ more and ___________ more.  To create Raving Fans, don’t drive promises __________, Drive delivery ____________. (2 points)
Answer 3:
a) 
b) 
c) 
d) 
Question 4:
a)  What’s ultimately important in this context?  (2 points)
b)  What’s more important:  1) exceeding customer expectations or 2) consistently meeting expectations?  (2 points)
c)  Meet _____________. Exceed ____________.  (2 points)
d)  What is the worst thing you can do in terms of customer expectations?  (3 points)
Answer 4:
a) 
b) 
c) 
d) When you meet expectation one time and fall short another, and exceed every now and then, that how you drive your customer’s nuts.
Question 5:
a)  How do you ensure consistency in delivering your service?  Be specific.  (3 points)
b)  Can you use an analogy of the importance of systems?  (2 points)
c)  How might this work in terms of a training system?  (3 points)
d)  Can you give an example?  (3 points)
Answer 5:
a) 
b)  
c) 
d) 
Question 6:
a)  Wouldn’t a training system turn your people into wooden robot?  Explain.  (5 points)
b)  What is the difference between systems and rules?  (5 points)
c)  What is the purpose of systems?  Be specific.  (5 points)
Answer 6:
a) 
b) 
c) 
Rule of One Percent   Module 2.5
Question 1:
a)  What is the purpose of Plus One Percent, and how does that work?  (5 percent)
b)  What’s the second big advantage of One Percent?  (3 points)
Answer 1:
a) 
b) 
Question 2:
a)  What’s the relationship between a company’s vision, its systems and the one percent rule?  (5 percent)
b)  The Three Secrets emphasize a changing vision.  Explain.  (3 points)
Answer 2:
a) 
b) 
Question 3:
a)  What’s the difference between Flexibility and Consistency?  (3 points)
b)  Using the example of ice cream cones, illustrate the difference between flexibility and consistency? (5 points)
Answer 3:
a) 
b) 
Question 4:
a)  Why would anyone stick with an out-of-date vision?  (3 points)
b)  Does a Raving Fan relationship go far beyond your company’s product?  Explain.  
(5 points)
c)  The Rule of One Percent tells you how to _______________ and then _____________ the vision.  (2 points)
Answer 4:
a) 
b) 
c) 
Question 5:
a)  How does Andrew, Leo, Bill, and Sally, in their own ways, give their customers a “symbolic hug”?  (5 points)
b)  Is a company’s product a lot more than one dimensional?  Explain.  (3 points)
Answer 5:
a) 
b) 
Question 6:
a)  What does RFAP stand for?  (2 points)
b)  If you were in the position of the Area Manager who was given the opportunity to turn his customers from being satisfied to being Raving Fans, where would you start?  
(3 points)
Answer 6:
a) 
b) 
Question 7:  Show how all three secrets (shown on pp. 22, 51, and 101) fit together, along with consistency and the Rule of One Percent?  In other words, how well do you understand how to create Raving Fans?  (Note:  This is a very important question.)

(10 points)
Answer 7: 
THE END
