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BY NICOLA BUCKLEY Za5-n\ysL«

DURING THE PAST YEAR, BUSINESSES
AROUND THE WORLD HAVE HAD TO
REIMAGINE THEIR BUSINESS MODELS AND
OPERATIONS MULTIPLE TIMES. NEARLY
OVERNIGHT, THE PANDEMIC FORCED
MOST COMPANIES TO PIVOT TO REMOTE
WORKING, CREATING AN INSTANT DEMAND
FOR NEW TECHNOLOGIES AND SERVICES
THAT HAD PREVIOUSLY BEEN THOUGHT
ABOUT IN CONFERENCE ROOMS, BUT
NEVER FULLY IMPLEMENTED.

As businesses continue to look for ways to navigate this new
world order, they are looking for partners who can help them
along in that journey.

For service providers, the differentiation they can offer in a
partnership comes not in any single product, but in the ability to
understand a customer’s need and to react and help customers
solve a problem at a moment's notice.

Customers will always choose a vendor or solution based on
how the vendor interacts with them on a personal level. That's
a fundamental fact of how business is done, regardless of the
industry. A product can have lots of fancy bells and whistles, but
if the customer doesn't feel like they're being embraced by the
vendor, they won't buy it.

The key for all companies to succeed is to fit their products into
the services they offer, rather than the other way around, which is
what most companies do. Indeed, recent research by Ipsos found
that 91% of CEOs believe they deliver a superior experience, yet
only 30% of their customers agree.

How can companies close that gap? Let's explore a few ways to
build a better experience — and relationship with your customer.

LISTEN TO THE VOICE OF YOUR CUSTOMER

A strong customer journey — and experience — always starts with
the human element. Building a strong and effective experience
platform is more than just a process — it's an opportunity to
build an emotional relationship with your customer across all
touchpoints.
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To truly connect with customers, and understand their experience,
business leaders must spend time with them, face to face. And
that means really getting to know them, not just dealing with
events when they need services. It's imperative to spend time
with the customers during and after an event, to show them the
plan and ask for their input.

While understanding their needs is key, it's critical to always
focus on allowing your customers space to make the right
decisions and choices for themselves. As a service provider,
you should, in some respects, offer staff augmentation. Focus
on enabling choice while offering a very simple entry point into
how clients gain access to services. Provide them with the simple
tools they need to remove the stress and worry out of managing
their complicated business environments.

ALIGN YOUR SALES AND SERVICE TEAMS

Many companies overlook the need to engage the whole
organization, including its support functions, in their quest to
build a memorable customer journey. Guaranteeing high levels of
service requires companies to have large, effective engineering
and logistics capabilities, and to be innovative to ensure they
have the tools and processes customers can rely on, 24 x7.

To accomplish this, it's critical to avoid “silos” in your organization.
Silos never drive good results. Collaboration across functions is
key. The service team should be a tool for the sales team and the
sales team can serve as support for the service team.

To drive this collaboration, be hyper aware of your strengths and
how you build a team that complements everyone’s strengths
and opportunity areas across the organization. This will help the
team feel empowered in their various roles.

A collaborative approach has been proven to work. The Ipsos
study noted that empowering an insurer's agents to resolve
customer queries on that first call has increased customer
advocacy by more than 50%.

GROWING AT SCALE

Allcompanies are at different stages of their customer experience
journey but no matter what part of the journey you're in, a well-
aligned, embedded service team can provide an experience that
will help drive revenue without ever moving a product. According
to Ipsos, 86% of people will pay more for a better experience.
That means a better customer experience can lead directly to
increased revenue.
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There are two ways to drive this growth: organically and through
acquisition. Organic growth is driven by good service and
performance by the team in the field. This leads to customer
satisfaction and loyalty, which in turn can lead to greater revenue.

On the acquisitions front, expanding your business’ capabilities
and offerings through acquisition is a fast way to accelerate
your growth. However, taking this approach, which Park Place
has done numerous times during the past few years, requires a
fast integration. I's vital to quickly bring the service team you're
acquiring into the culture of your organization so the same level
of service can be maintained. The new team must be trained to
understand the expectations at the outset of the relationship and
given the necessary tools to succeed.

LOOKING AHEAD

The new normal is unknown. Budgets are getting squeezed and
new decisions are having to be made. It's critical to make sure
your customers don't have to worry about risk or issues in their
businesses.

As services providers assess their customer journey, it's
imperative to identify the moments that matter most and what
customers need, expect, and what the ideal experiences are for
them. As we move forward though the pandemic and beyond, the
companies with the closest personal touch on this front will be
the ones that succeed in delivering a top customer experience.
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MICROSOFT COMPUTER BASED TRAINING

Integrated Microsoft software courses are offered in the FSS Training
Institute computer room from 8am to 3pm via appointment. Microsoft
Office 2016 and Windows 10 courses are self-paced, interactive, step-
by-step simulation, ranging from beginner to advanced learning.
FSOT also has Japanese versions of these programs available. This
training is available to FSS personnel. To reserve a time slot call the FSS
Training Institute staff at 225-8105 and follow up with an FSSTI Form
4 to HYPERLINK "mailto:374fss.fsot.1@us.af.mil" 374fss.fsot.1@us.af.mil
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CLASSES OFFERED
IS XADME

INITIAL FSS TRAINING
(FOR FSS EMPLOYEES ONLY)

A mandatory orientation for new unit members that must be
completed within their first 30 days within the organization. Course
topics include information on safety, ethics, diversity, harassment,
and customer service.
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FSS ANNUAL TRAINING
(FOR FSS EMPLOYEES ONLY)

A yearly refresher course mandatory for all FSS employees
(military and civilian).
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COMPUTER BASED TRAINING
(FOR FSS EMPLOYEES ONLY)

Some of the courses offered are Total Force Awareness Training,
Office, Windows, the Air Force Training Record, and the Services
Management course. The Office courses are self-paced,
interactive with step by step simulation.
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SERVSAFE FOOD HANDLER

TRAINING
(IN ENGLISH AND JAPANESE - FOR FSS MEMBERS ONLY)

It is MANDATORY that all food service related workers in
FSS be certified annually in the NRA ServSafe Food Handler
program. This course teaches basic disciplines of food safety
and gives the employees an overall understanding of their role in
the food service safety program. Certification is valid for 3 years.

FSSTEK. BRICEDHZLTOREZEEIE. NRA ServSafe Food Handlerd&
REEBHEHTITSNTVEYT, TOO—RT. BREEDEARNGRAAS
U\ BET—EXTOYILIKRITZEDDREBNCTDONT, 2ENGIREH HEK
BEOIHEIET, EMIFIERBI TS,

DRAM SHOP
(FOR FSS EMPLOYEES ONLY)

AMANDATORY course required annually for all FSS employees
that sell or serve alcoholic beverages. Please reference AFI 34-
219 for more information.
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ENGLISH CONVERSATION FOR

HOTEL AND RESTAURANT STAFF
(IN JAPANESE)

Basic English (targeting LD/LPL O~1) classes for employees
working in hotel or restaurant environments. Attendees will learn
basic vocabulary, phrases, and conversational expressions that
are used in hotel and restaurant operations.
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CLASS SCHEDULE 952RR7¥a-b

APRIL 2021

“Training for FSS employees only.

*EIVABLRPBIEEBDH
MON TUE WED THU FRI
1 2
MPF
OUT-PROCESSING
BRIEFS
10-11:30AM
5) 6 7 8 9
SERVSAFE FOOD FSS STAFF MEETING | NEW EMPLOYEE CBT
HANDLER TRAINING* | 9-10 a.m. SESSION
(IN JPN) SERVSAFE FOOD 8am.-4 p.m.
9-11 am. HANDLER TRAINING* | MPF
DRAM SHOP* (IN ENG) OUT-PROCESSING
(IN JPN) 2-4:30 p.m. BRIEFS
11 am.-12 p.m. 10-11:30 a.m.
MPF
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
19 13 14 15 16
INITIAL FSS MPF FSS STAFF MEETING | MPF
TRAINING* OUT-PROCESSING 9-10 a.m. OUT-PROCESSING
8 am.-12:30 p.m. BRIEFS CSS TRAINING BRIEFS
10-11:30 a.m. 3-4:30 p.m. 10-11:30 a.m.
19 20 21 292 23
SERVSAFE FOOD FSS STAFF MEETING | FSS ANNUAL NEW EMPLOYEE CBT
HANDLER TRAINING* | 9-10 a.m. TRAINING SESSION
(IN ENG) (IN JPN) 8 am.—-4 p.m.
9-11:30 a.m. 9-11 a.m.
MPF MPF
OUT-PROCESSING OUT-PROCESSING
BRIEFS BRIEFS
10-11:30 a.m. 10-11:30 a.m.
26 o7 28 29 30
FSS ANNUAL FSS STAFF MEETING | SERVSAFE FOOD
TRAINING* 9-10 a.m. HANDLER TRAINING*
(IN ENG) CSS TRAINING (IN JPN)
9-11 am. 3-4:30 p.m. 9-11 a.m.
DRAM SHOP*
(IN JPN)
11 am.-12 p.m.
MPF
OUT-PROCESSING
BRIEFS

10-11:30 a.m.




CLASS SCHEDULE 952RR7¥a-b

MAY 2021

“Training for FSS employees only.

*EITABZEPBIEERDH
MON | TUE | WED | THU FRI
3 4 5 6 7
MPF FSS STAFF MEETING | NEW EMPLOYEE CBT
OUT-PROCESSING 9-10 a.m. SESSION*
BRIEFS 8 a.m.—4 p.m.
10-11:30 a.m. MPF
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
10 11 12 13 14
INITIAL FSS MPF FSS STAFF MEETING | SERVSAFE FOOD
TRAINING* OUT-PROCESSING 9-10 a.m. HANDLER TRAINING*
8 a.m.-12:30 p.m. BRIEFS CSS TRAINING (IN ENG)
10-11:30 a.m. 3-4:30 p.m. 9-11:30 a.m.
MPF
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
17 18 19 20 21
FSS ANNUAL FSS STAFF MEETING | NEW EMPLOYEE CBT
TRAINING* 9-10 a.m. SESSION*
(IN JPN) 8 a.m.—4 p.m.
9-11 a.m. MPF
MPF OUT-PROCESSING
OUT-PROCESSING BRIEFS
BRIEFS 10-11:30 a.m.
10-11:30 a.m.
24 25 26 27 28
SERVSAFE FOOD SERVSAFE FOOD FSS STAFF MEETING | FSS ANNUAL
HANDLER TRAINING* | HANDLER TRAINING* | 9-10 a.m. TRAINING*
(IN ENG) (IN JPN) CSS TRAINING (IN ENG)
2-4:30 p.m. 9-11 a.m. 3-4:30 p.m. 9-11 am.
DRAM SHOP* MPF
(IN JPN) OUT-PROCESSING
11 am.-12 p.m. BRIEF
MPF 10-11:30 a.m.
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
31
HOLIDAY

MEMORIAL DAY




CLASS SCHEDULE 952RR7¥a-b

JUNE 2021

“Training for FSS employees only.

*EEITAE TR EE DI
MON TUE | WED | THU FRI
1 2 3 4
FSS STAFF MEETING | NEW EMPLOYEE CBT
9-10 a.m. SESSION*
8 a.m.—4 p.m.
FAMILY DAY MPF
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
7 8 9 10 11
SERVSAFE FOOD SERVSAFE FOOD FSS STAFF MEETING | MPF
HANDLER TRAINING* | HANDLER TRAINING* | 9-10 a.m. OUT-PROCESSING
(IN ENG) (IN JPN) CSS TRAINING BRIEFS
9-11:30 a.m. 9-11 a.m. 3-4:30 p.m. 10-11:30 a.m.
DRAM SHOP*
(IN JPN)
11 am.-12 p.m.
MPF
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
14 15 16 17 18
MPF NEW EMPLOYEE CBT | FSS ANNUAL SERVSAFE FOOD
OUT-PROCESSING SESSION* TRAINING* HANDLER TRAINING*
BRIEFS 8 a.m.-4 p.m. (IN JPN) (IN ENG)
10-11:30 a.m. FSS STAFF MEETING 9-11 a.m. 9-11:30 a.m.
9-10 a.m. MPF
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
21 29 23 24 25
INITIAL FSS SERVSAFE FOOD FSS STAFF MEETING | MPF QUARTERLY
TRAINING* HANDLER TRAINING* | 9-10 a.m. OUT-PROCESSING TRAINING MONITOR
8 am.-12:30 p.m. (IN JPN) CSS TRAINING BRIEFS MEETING
9-11 a.m. 3-4:30 Wp.m. 10-11:30 a.m. 10-11:30 a.m.
DRAM SHOP*
(IN JPN)
11 am.-12 p.m.
MPF
OUT-PROCESSING
BRIEFS
10-11:30 a.m.
28 29 30
FSS ANNUAL FSS STAFF MEETING
TRAINING* 9-10 a.m.
(IN ENG)

9-11 a.m.




2021

[APRIL / MAY / JUNE]

WHO'S ELIGIBLE?
e g

FSS Training Institute classes are open to all base FRIICRENENIRY BEEES L EBELTDAHICHEBEZIF TV
employees and family members, unless otherwise noted, RKTENTEEY, FRIFEMES316, 133A LI133BSETITH
and are held in building 316, room 133A and 133B. NTWEY, FSSTI 74 —LAlc ERDERZES SV, EBRHRADS
Please submit an FSSTI Form 4 with your supervisor's BAETE Tle, 55374 FSSHlMRERE CIRH(EX —)b: 374fss.fsot.1@us.af.
(or sponsor's) signature to 374FSS.FSOT.1@us.af.mil mil) LTFEL, BREVEDEIE. 225-8105F THEEEFELN,

at least five business days prior to class start date. For

more details, please email us at 374fss.fsot.1@us.af.

milor call 225-8105/6.

374TH FORCE SUPPORT SQUADRON
TRAINING INSTITUTE

RM. 142, BLDG. 316
DSN 225-8105/8106

HOURS OF OPERATION
MON-FRI = 8 AM.—4 P.M.
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