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k) SNOW & IGE SYMPOSIUM Agenda

What is Fail Safing & Why Is It Important?
Experience Exercise
Perceptions
Interactions
Application
Considerations
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SNOW & ICE SYMPOSIUM  What is Fail Safing?
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Definition @ Why @ How

Concept used in Ensures a consistent Identify and map out
operations and service and reliable service potential points of failure

management to prevent experience for the client
mistakes from becoming
service defects

| SNOW & ICE SYMPOSIUM What is Fail Safing?

Implement procedures

Creates operational or safeguards to avoid
consistency and or mitigate those failures

efficiency



i3 SNOW & ICE SYMPOSIUM Interactions

Experience Exercise

Question
How did you get to the Symposium and this
session?

Think of all the steps you took along the way....
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Booking




i3 SNOW & ICE SYMPOSIUM Interactions

Your Customer Experience encompasses of all your
Interactions that are tied to the Experience

The overall Value of the experience is shaped and
reshaped continuously by each individual Interaction



What Drives Value?

The answer s .....

Its All Abeut The Perception

Value ultimately determines satisfaction

Satisfaction of the Experience is driven by how the client Perceived Value
within these Interactions

Tis s winere [Fail Sailing comes n!



Interactions <

Perceived
Value

Why is it
important?

<

<

What the client See’s, Hear, and Engage with

Perception of Is a judgment of
against the clients

. L

Perception of value drives satisfaction more than the
objective quality of the service

Jacobs, F. R., & Chase, R. B. (2023). Operations and supply chain management: The

core (6th ed.). McGraw Hill
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Snow/lce Services Invoice

IR Contract

Ph_ysical Call Company
Evidence

Client Research
Betens Snow Removal
Line of
Interaction
Account
Department &
Management
Account
& Operator
Management

Provide
Payment

Request
Approve Contract Services

Property

Billing
Administrator
& Account
Management

Onstage Department &
Contact Department Account
Website Management

Line of
Visibility
Operations
Website Estimator and Cc;n_tract Management Operations
or Software Administiatorn Fleet manager Management
3 Party Vendor

Backstage
Contact Hosting

Line of

Internatl

Interaction

Support HR/Payroll HR/Payroll HR/Payroll HR/Payroll HR/Payroll

Processes IT Staff IT Staff IT Staff IT Staff IT Staff
Accounting Accounting Accounting Accounting Accounting
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Evidence & Action Expectations

|| = Fulfills requirements
4| * In line with industry
|| standards

Eralillitise

« Communication break
» Estimation incorrect
* Overcommitted

« Contract
» Signed Contract

,,,,,

Eail Safe

Documentation
Estimation Calibration
Training

Handoff Protocols

RESUE

Relationship strain
Increased complaints
Operational Inefficiency
Demotivated Team
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Evidence & Action Expectations

« Services match promise
« Service match scope

Eralillitise

Communication break
Wrong service
Machine Failure

* Promises not delivered

 Snow/lce Removal

» Request Service or
Plan

— g I .; J - -———k i x\\l w:! & T . 1| !
Resu Fa”_
: : : » Documentation
» Relationship strain . Training
* Increased complaints + Planning

Negative word of mouth
Demotivated Team

Service notification
Escalation Protocols
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Evidence & Action Expectations

* Client Receives T&M
Invoice
 Client Pays Invoice

Eralillitise

|| - Data availability
« Data accuracy

* |Invoice will be accurate
I| + Invoice will be timely

Eaill Safe

RESUL: RS
_| « Data Tracking

Relationship strain

» Cancellation/Non-Renewal » Training /SOP
» Loss of income « Dual approval
 Operational inefficiency Notifications
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Onstage Contact Backstage Contact

Consistency &
Process
Adherence

Coordination &
Organization




k) SNOW & IGE SYMPOSIUM Resources

— Who? What? Verify
Who owns tracking data or What data or resource are Check for accuracy
managing resources? required for a successful client
experience? Place safeguards
Are they trained?
d What benchmarks & key Set protocols

: : : metrics are needed to measure

Is it easily accessible and et Create SOP

stored in a safe location?



Does your team know the
reason why client
satisfaction so important?

Does your team
understand how they all
impact client satisfaction?

Does you team understand
how client satisfaction
affects them?

Soft Skills Training

Review interactions with
your team as well as those
expectations

Review SOP, Protocols,
Scope of Work, Site Walk,
Sales Process/Promise
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Giving The Why?
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Final _
Flurries

Perception of value drives satisfaction more than
objective quality of service

Eliminate or mitigate potential failures by mapping
out interactions

Review Onstage Vs. Backstage operations

Every role, process and resource could impact
client satisfaction




Eswowsiesmrsn  Questions?

Thank you for your
tme anae
rememler te il out
the survey!

Contact Information
Jenny.Girard@theintegragroup.com B033,INTEGRA
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