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institute objectives & classroom experience

Do you know what your customers truly want from you?

How do they need to receive your service
offerings in the way that works best for them?

What is the price they are willing to pay?

What is the service experience they are seeking?

The Services Leadership Institute will bring together leading academicians along with seasoned business
leaders to show you how to apply a proven process for service quality in your organization. You will identify
key improvement points to make the greatest impact on delivering what your customers really expect and
what they need to remain loyal.

At the Institute, you will learn how to diagnose and strengthen key
weak spots in your service offerings

Finding out what your customers really expect—you’ll understand how price can set expectations, how
to recover disappointed customers and how to help your company see your service processes from the
customer’s viewpoint

Knowing how to develop quality service designs—“blueprinting” will teach you how to develop a visual
representation of the key steps and internal relationships in your service process that can deliver highly
satisfying services

Discovering the best ways to deliver to your services standards—you’ll learn how to manage people to
effectively keep services promises and how to use technology to engage your customers and enhance their
service experience

Understanding the critical differences between your organization and world-class service firms—you’ll
learn key principles of companies known for their strong service cultures and their ability to create highly
profitable service offerings

“ The Institute provided an outstanding offering of thought-provoking presentations. The
opportunity to network with other business professionals from a wide variety of professions
and backgrounds was invaluable.”

—Karen Jones
Vice President, Field Operations, TriWest Healthcare Alliance
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networking opportunities

This isn’t your average conference.

At the Institute, we will challenge
you by:

* Engaging you with renowned faculty and business
presenters to keep you on your toes and ready to learn

* Examining a business case and providing several hands-
on application exercises—we expect you to prepare in
advance and pitch in to the discussion!

We ensure that you will be able to
make the most of the networking
opportunities by:

* Limiting the number of attendees to a small group of about
55-65 managers from a broad spectrum of industries

* Encouraging you to work on team exercises that provide
an opportunity for you to share ideas and immediately
apply them to your business

* Inviting you to participate in networking lunches and
evening events where you can share ideas and experiences

You’ll benefit most by attending this
program if you are a...

* Marketing, Operations or Business Development
Executive

* New Product or Service Developer

* Marketing Manager

* Customer Service or Customer Advocacy Manager
* Strategic Planner

* Business Development Manager

* Service Operations or Service Quality Manager

* Professional of any kind who must understand how to
use services as a source of competitive advantage

Past participants have come from
a wide range of industries such as:

Health Care Mayo Clinic, Cardinal Health, Becton
Dickinson, Boston Scientific, CIGNA, GE Medical
Systems, Johnson & Johnson, Hill-Rom

Financial Services American Express, Bank One,
Goldman Sachs

Energy and Utilities Arizona Public Service,
Salt River Project, Southern California Edison,
NYNEX, PDVSA, PHM

Telecommunications AT&T, BC Telecom, MCI,
TELUS, Qwest, Ericsson, Sprint

Construction and Manufacturing Caterpillar,
Cummins Engine, Del Webb, Ford Motor Company,
Harley-Davidson Motor Company

Travel and Entertainment Harrah’s, Disney,
Caesar’s Palace, Enterprise Rent-a-Car, Best Western

International, US Airways, Scandinavian Airlines
System, KOA

Technology Honeywell, IBM, Xerox, Avnet, Sun
Microsystems, Hewlett-Packard, Motorola, Alcatel
Lucent, EDS, Texas Instruments, Cisco, Datacard,
Intermec Technologies, Siemens Building Technologies

Transportation YRC Worldwide, Federal Express,
U.S. Postal Service, Burlington Northern Santa Fe

Non-Profit The Annenberg Center, AARP, Mayo
Clinic, Texas A&M University, The Wharton School
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“Best in Class” Business Speakers
Our “best in class” business speakers are dynamic presenters who share their
most effective practices and inspire you to catch a vision for service excellence.

Deviant Leadership: Creating the Future for You and Your Company

Gregory A. Reid, Executive Vice President and Chief Marketing Officer
YRC Worldwide

Creating the future is a continual process — you don’t reach “success” and stop. YRC Worldwide
offers a classic example of the ongoing evolution of a company. The story of this global
transportation and logistics giant includes an organizational and cultural turnaround that
started in 1997, and a financial turnaround that continues today.

Greg’s presentation will help you:

* Embrace the “Deviant Leadership” principles that prepare
you to be an effective change agent

* Move beyond the 4 Ps of marketing with the 8 Ps of change
and transformation

* Identify customer needs and reshape your business into a
consumer-centric culture

Services in the Web 2.0 Era Building a Culture of Customer

Gary Bridge, Ph.D., Senior Vice President and Global Lead, Service Excellence
Internet Business Solutions Group Steve Church, Chief Human Resource Development Officer,
Cisco Systems presenting with Terry Cain, Vice President, Operational Excellence

Technology advances are arriving at an unprecedented rate. This Avnet’ Inc.

means marketing professionals have new tools and opportunities. ~Many companies are coming to the realization that one of the few ways
But it also means that some traditional, tried-and-true they can truly differentiate themselves today is through providing a
principles are outdated and need to be abandoned. The impact better experience for their customers than their competitors. And
of the global financial situation is creating additional challenges. ~ our research indicates that most companies have a segment of their
What paths are leaders taking to meet these challenges? employees who understand this, and deliver great service every day.

This presentation will: We call them “Heroes.” However, we also know that it takes an entire
organization to deliver a great customer experience on a consistent
* Identify the major shifts and provide a road map for basis, and just one employee can derail that experience.
service marketing and management professionals to
find their path to success This session focuses on how Avnet is moving from Heroes to a Culture

of Customer Service Excellence, where every employee understands
their role in delivering a consistently great customer experience,
whether they are a front-line employee interfacing with customers
every day, or in the back office.

* Separate the real from the hype for best practices
in the services space

Speakers continued on next page
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Effectively Building and Cultivating Strong Customer Relationships

Kevin A. Burkhard, MBA, Director of Strategic Initiatives
Center for Services Leadership
Arizona State University

For companies, buildin% resilient and thriving customer relationships can lead to increased revenues,

profits, and a stronger

ottom line. Too often, many organizations struggle to effectively build and

nurture these relationships in order to reap the full value from their efforts. This is often a result of
not anticipating common obstacles that are encountered along the way, and knowing how to best
address and overcome them. In this session Kevin will:

* Show you the value of building and cultivating strong

customer relationships

* Identify the most common obstacles companies currently
face in building and growing these relationships

* Provide you with key insights and actionable ideas on
how to effectively overcome these obstacles

Frameworks and Tools
Frameworks and Tools modules are “hands-on” sessions in which you will be able to learn a
diagnostic tool that you can apply immediately toa speciﬁc operational area.

Service Blueprinting: Building Services
from the Customer’s Point of View
Amy Ostrom, Ph.D., Associate Professor of Marketing

W. P. Carey School of Business
Arizona State University

Time and money are often spent revamping business processes,

yet they still do not meet the needs of the firm or customers.

Why? Because the customer’s perspective is left out. Amy will

describe the components of service blueprints, outline the design

steps, and help you learn how to apply blueprinting to your
company. Service blueprinting:

* Injects the customer’s experience and point of view
* Helps address the challenges of delivering intangib]e services
* Brings cross-unit and cross-functional teams together

* Provides a common understanding of “what we offer”

Excelling at Service(s) by Closing the Gaps

Mary Jo Bitner, Ph.D., PetSmart Chair in Services Leadership,
Professor of Marketing and Academic Director

Center for Services Leadership
Arizona State University

All businesses are service businesses—whether they recognize it or
not. And the most successful ones have figured out how to align their
marketing, operations and people strategies around the customer. Yet,
most firms are not quite there, or are just beginning their services
transformation. You will learn a process for closing the gaps between
where you are and where you want to be on your services journey through:

U Knowing what your customers expect

* Designing, delivering and measuring based on
customer expectations

* Delivering quality service every time

* Matching what you promise with
what you actuali,y do
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institute sponsor

CENTER for SERVICES
LEADERSHIP

The Center for Services Leadership (CSL) is a research center within the
W. P. Carey School of Business at Arizona State University (ASU) and an outreach arm
from ASU to the business community and the global academic community. The Center

provides companies with executive education, problem-focused research and supports
the faculty to teach in the nationally ranked W. P. Carey MBA Strategic Marketing and
Services Leadership specialization. wpcarey.asu.edu/csl.

Travel and General Information

Admittance into the program is by application. Once your basic registration is received, we will email you an online form to use to provide
us with your work background. You will receive a response within two business days regarding your admittance into the program.

Location All class sessions are held on the beautiful ASU Main
Campus near downtown Tempe, Arizona. Downtown Tempe,
one of the Phoenix valley’s most frequently visited destinations, is
located about 15 minutes from Sky Harbor International Airport.
(See tempecvb.com for details on attractions.)

Hotel Information The Institute hotel rate is $189.00 per
night. Reservations must be made by February 9, 2010.

The Institute hotel rate is $189 per night (single or double rate).
In addition, there is a $10.95 per night hospitality fee. The
hospitality fee includes the following: airport transportation,
valet parking at hotel, access to a health club and fitness center,
local and toll-free telephone calls, high-speed wireless Internet
access, incoming fax service, daily newspaper delivered to each guest
room and in-room coffee service. Reservations must be made
by February 9, 2010. After this date, rates and room availability
are not guaranteed. To make reservations, call the hotel directly at
480-894-1400 and indicate that you are attending the “ASU

Services Institute.”

Meals and Networking Events Refreshments will be
served before class and at all the breaks. On Monday night there
will be a reception in downtown Tempe. A networking lunch will
be held Tuesday on the ASU campus. Tuesday night we will host an
clegant reception and dinner under the stars at the beautiful Desert
Botanical Garden. Lunch on Wednesday will be on your own, so
you can explore downtown Tempe and ASU’s Memorial Union.

Attire The average March high temperature is 84°, but the
evenings and carly mornings can be quite cool. Business casual
dress is encouraged for all events. Because the temperature in the
classroom can vary, we suggest you dress in layers. The Tuesday
evening dinner will be outside and will involve a short walk across a
gravel pathway to reach the venue. You may wish to walk around the
grounds as well, so please wear comfortable clothes and footwear

to this event.

Timeline for Travel The Institute begins Monday, March
15 promptly at 1:00 p.m. and ends Wednesday, March 17 at
approximately 5:00 p.m. The classroom will open at 12:30 p.m. on
Monday and light refreshments will be available. The course runs
from 8:00 a.m. to 5:00 p.m. on Tuesday and Wednesday. We will
have a networking reception Monday night and dinner on Tuesday

night.

Cancellation Policy If your plans change and you are
unable to attend, a colleague may come in your place. If you (or
a substitute) cannot attend, you must cancel your registration
in writing. You will be charged a $200 cancellation fee before
March 8, and 50% of the tuition thereafter, or you may apply your
tuition to next year. All substitutions must be approved and are
permitted up to the start of the Institute. No-shows will be charged
100% of the tuition.

By attending the Institute, you are giving permission for the ASU W. P. Carey School of Business to
use your photograph (if taken) in university publications and publicity in support of the University

and on the School of Business website.
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institute registration

24th Annual
Services Leadership Institute

March 15-17, 2010
Arizona State University, Tempe, AZ

How to reach you

How did you first hear about the Institute?

Full Name

First Name for Name Tag

Company Position/ Title
Address

City, State, Zip, Country

Phone Fax

Email Assistant’s Name

Assistant’s Email

Assistant’s Phone

Ways to register

Web wpcarey.asu.edu/institute
Phone 480-965-6201 Fax 480-727-0612

Mail The Center For Services Leadership
W. P. Carey School of Business
Arizona State University
P.O. Box 874106
Tempe, AZ 85287-4106
ATTN: SLI REGISTRAR

Questions? Please contact:
Alicia Holder, Director, Business Partnerships

Center for Services Leadership
Phone: 480-965-6274

W. P. CAREY SCHOOL OF BUSINESS
ARIZONA STATE UNIVERSITY

P.0. BOX 874106

TEMPE, AZ 85287-4106

How would you like to pay?

NOW-FEB. 22 AFTER FEB. 22
CSL MEMBERS
PAST CSL EVENT ATTENDEES $3400 $3600
ALL OTHERS $3700 $3900
TEAMS OF THREE OR MORE $3200 $3400

PER PERSON
Payment Method

O Enclosed is a check payable to Arizona State University. Indicate on check
stub the name of the attendee.

U Credit Card: You may pay using Visa, MasterCard or American Express.
To pay via credit card, go to wpcarey.asu.edu/institute. You will need to
register and pay using our secure online system.
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