Service Quality Audit
To provide the context for an audit of your firm’s service quality, complete the following SWOT (strengths, weaknesses, opportunities, and threats) analysis to summarize your current business and competitive situation.
	PRIVATE 
Strengths
What are your firm's strengths relative to your competitors?  What are your most important strengths?  Why?

	Weaknesses
What are your firm's weaknesses relative to your competitors?  What is impeding you from achieving your desired results?  Prioritize your weaknesses.


	Opportunities
How can you convert these strengths, weaknesses, and threats into opportunities for your firm?  What considerations are most important for your success?

	Threats
What organizational, competitive, and environmental threats do you face now and in the near future?



Service 1 Service Quality Audit Worksheet:
Experience Quality (Service Operations Quality) Perceptions

Instructions:  “Service quality” includes design quality (service configuration offered customers) and experience quality (actual executional quality of service operations and service delivery to customers).  This service quality audit focuses on experience quality (service operations quality) perceptions.
	
	Region 1
	Region 2
	Region 3
	Region 4

	
	Previous?
	Current?
	Previous?
	Current?
	Previous?
	Current?
	Previous?
	Current?

	EQ
	EQ Goal?   [%]
	
	
	
	

	
	EQ Actual?  [%]
EQ Actual, Industry Benchmark?  [%]
	
	
	
	

	EQ Drivers
	Process
	Capacity Usage Limit?  [%]

Capacity Usage?  [%]
	
	
	
	

	
	People
	CSR Satisfaction?  [%]
CSR Satisfaction, Industry?  [%]
CSR Turnover?  [%]

CSR Salary?  [$]

CSR Salary, Industry?  [$]
	
	
	
	

	
	Physical Evidence
	Support Service Technology?
	
	
	
	

	Firm-Wide Action Steps To Sustain Current EQ Level or To Close Any Gap Between EQ Goal and EQ Actual?
	

	Region-Specific Action Steps To Sustain Current EQ Level or To Close Any Gap Between EQ Goal and EQ Actual?
	
	
	
	


Service 2 Service Quality Audit Worksheet:
Experience Quality (Service Operations Quality) Perceptions

Instructions:  “Service quality” includes design quality (service configuration offered customers) and experience quality (actual executional quality of service operations and service delivery to customers).  This service quality audit focuses on experience quality (service operations quality) perceptions.
	
	Region 1
	Region 2
	Region 3
	Region 4

	
	Previous?
	Current?
	Previous?
	Current?
	Previous?
	Current?
	Previous?
	Current?

	EQ
	EQ Goal?   [%]
	
	
	
	

	
	EQ Actual?  [%]
EQ Actual, Industry Benchmark?  [%]
	
	
	
	

	EQ Drivers
	Process
	Capacity Usage Limit?  [%]

Capacity Usage?  [%]
	
	
	
	

	
	People
	CSR Satisfaction?  [%]
CSR Satisfaction, Industry?  [%]
CSR Turnover?  [%]

CSR Salary?  [$]

CSR Salary, Industry?  [$]
	
	
	
	

	
	Physical Evidence
	Support Service Technology?
	
	
	
	

	Firm-Wide Action Steps To Sustain Current EQ Level or To Close Any Gap Between EQ Goal and EQ Actual?
	

	Region-Specific Action Steps To Sustain Current EQ Level or To Close Any Gap Between EQ Goal and EQ Actual?
	
	
	
	


Service 3 Service Quality Audit Worksheet:
Experience Quality (Service Operations Quality) Perceptions

Instructions:  “Service quality” includes design quality (service configuration offered customers) and experience quality (actual executional quality of service operations and service delivery to customers).  This service quality audit focuses on experience quality (service operations quality) perceptions.
	
	Region 1
	Region 2
	Region 3
	Region 4

	
	Previous?
	Current?
	Previous?
	Current?
	Previous?
	Current?
	Previous?
	Current?

	EQ
	EQ Goal?   [%]
	
	
	
	

	
	EQ Actual?  [%]
EQ Actual, Industry Benchmark?  [%]
	
	
	
	

	EQ Drivers
	Process
	Capacity Usage Limit?  [%]

Capacity Usage?  [%]
	
	
	
	

	
	People
	CSR Satisfaction?  [%]
CSR Satisfaction, Industry?  [%]
CSR Turnover?  [%]

CSR Salary?  [$]

CSR Salary, Industry?  [$]
	
	
	
	

	
	Physical Evidence
	Support Service Technology?
	
	
	
	

	Firm-Wide Action Steps To Sustain Current EQ Level or To Close Any Gap Between EQ Goal and EQ Actual?
	

	Region-Specific Action Steps To Sustain Current EQ Level or To Close Any Gap Between EQ Goal and EQ Actual?
	
	
	
	


