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Managing customers 

 
Seven steps to quality service 
Step two - improving our products 
 
By David Illingworth

 
  
SSyynnooppssiiss  
  
SStteepp  ttwwoo  iinn  tthhiiss  sseerriieess  ooff  sseevveenn  ttrraaiinniinngg  ccoouurrsseess,,  eennggaaggeess  ppaarrttiicciippaannttss  iinn  uunnddeerrssttaannddiinngg  

tthhaatt  tthhee  ‘‘sseerrvviiccee  ppaacckkaaggee’’  oonn  ooffffeerr  ttoo  ccuussttoommeerrss  hhaass  mmaannyy  ffaacceettss..    TThhiiss  sseessssiioonn,,  

ffooccuusseedd  oonn  ‘‘iimmpprroovviinngg  oouurr  pprroodduuccttss’’,,  lleeaaddss  ttoo  pprraaccttiiccaall  aaccttiioonn  ppllaannss  ffoorr  mmaakkiinngg  aa  

ddiiffffeerreennccee..    SStteepp  ttwwoo  ccoonnttaaiinnss  aa  lleeaaddeerr’’ss  gguuiiddee  aanndd  aa  ppaarrttiicciippaanntt’’ss  wwoorrkkbbooookk..  

 

How to … 
How to analyze the characteristics of good quality service 

How to understand the Total Service Package 

How to improve your products and services 

 

DDaavviidd  IIlllliinnggwwoorrtthh  
 
David has been encouraging and helping people for 30 years both as a line 

manager and as an international consultant to organizations across many cultures.  

He has a real passion for helping people and works extensively with helping 

young people to achieve their potential.  Apart from his consultancy and business 

writing, he holds a number of Directorships in various businesses, including 

several e-businesses. 
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