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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.

Introduction:  Exercises
Question 1

a) What promise did our new Area Manager make to the President of the company?  And what was the President’s response?  (4 points)

b) The Area Manager was in a panic state of mind, why?  (3 points)

c) Who was this stranger the Area Manager encountered in his office with a golf bag?  And what was his purpose for being there, and his name?  (5 points)

d) What sport does this stranger like to play?  (2 points)

Answer 1

a)

b)

c)

d)

Question 2:

a)  What was Charlie’s response to the Area Manager’s question. “Don’t you think it’s time you told me just what’s going on around here?”  (5 points)

b)  Did the Area Manager have the slightest idea what to do about it?  (True or False) Was he willing to take help wherever he could get it?  (True or False)  (4 points)

c)  A satisfied customer doesn’t count these days?  (True or False)  Today you need ________________ (satisfied customers or raving fans) to be successful?  (4 points)

d)  Explain the problem in a nutshell, the bottom line.  What should the customer service slogan  be?  (6 points)

e)  How many secrets are there to creating Raving Fans?  (2 points)

Answer 2:

a)

b)  

c)

d)

e)

A visit to Varley’s Department Store
Question 3:

a) What was so unique about Varley’s Department Store?  (3 points)

b) What did Linda do to satisfy the Area Manager’s demand for Tony Robbins book? 

(2 points)

c) What was the lesson learned about the wash rooms at Varley’s?  (3 points)

d) Who is Leo Varley and what was so interesting about his office?  (3 points)

e) How could the company afford to give away carnations, have play areas and fancy washrooms, and send people out of the store to buy thins for customers?  Explain.  

(3 points)

f) What was Varley’s company vision?  (2 points)

Answer 3:

a)

b)

c)

d)

e)

f)

The first secret of creating Faving Fans.
Question 4:

a)  State the first secret.  (2 points)

b)  Does Charles have a “system” for teaching the secrets, and are following “systems” important?  (2 points)

c)  It is store policy to look after customers’ needs whenever possible.  Leo calls it “Raving Fan Service.”  Give several examples of “Raving Fan Service” at Varley’s?  

(5 points)

Answer 4:

a)

b)

c)

A visit to Sally’s Market.
Question 5:  Why is Sally’s Market “THE WORLD’S BEST GROCERY STORE”?  List some customer service factors and explain.  (Note:  This is an important question, list the customer service factors.)  (10 points)

Answer 5:

Question 6:  

a)  What is so important about the first secret—Decide What You Want—and what do you do with it?  Explain.  (5 points)

b)  How does Sally describe the vision of perfection in terms of her own experience?   This is a big question, put an effort into explaining it.  (10 points)

c)  What happens once you have a real vision in your “minds eye”?  (2 points)

d)  What did the Area Manager think of the experience shopping at Sally’s Market? 

(2 points)

Answer 6:

a)

b)

c)
d)

Question 7:  Summarize the first secret and what you learn?  (5 points)

Answer 7:

The Second Secret
Question 8:  

a)  State the Second Secret.  (2 points)

b)  Bill, the plant manager, makes three points concerning the second secret.  Discuss the three points.  (9 points)

c)  Why does it not work to be “everything to everybody”?  Explain, maybe use an example found in the book.  (3 points)

d)  Define customer service window?  In this context, why must you have to have the vision yourself?  (4 points)

Answer 8:

a)

b)  1.

     2.

     3.

c) 

d)

Question 9: 

a)  How do you go about finding out what your customers’ vision is?  Discuss.  (5 points)

b)  First you have to discover who your customers are.  Who are your customers? 

(3 points)

c)  In order to discover who you customer is, does a company need to broaden or narrow its view of “customer”?  (2 points)

d)  What does the book mean by “listening to the music as well as to the lyrics” (p. 60)?   (3 points)

Answer 9:

a)

b)

c)

d)

Question 10:

a)  Identify the three traps of customer listening.  (9 points)

b)  When do you have to listen the hardest to what your customers are saying?  (2 points)

Answer 10:

a)

b)

Question 11:

a)  Once you have listened to the customers and discovered their vision, how do you fit that together with your vision?  This is a worthy question, discuss.  (5 points)

b)  How do you keep track of how you’re doing with customer service and tie raises and promotions to that?  Explain.  (5 points)

Answer 11:

a)

b)

THE END

TO BE CONTINUED IN PART 2
