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FPM Quality Client Focused Service Profit Chain 
 

Quality = Long Term Profitability (Boomerang Principle) 
 

 

Internal Employee Employee External Customer Customer Profit 

Service satisfaction retention service  satisfaction retention  

Quality   quality 

 

 

*  Continuous Improvement  *  Quality 

* (EFQM)       Initiatives 

*  Quality   *  TQM 

* Initiatives    *  ISO 9001 

TQM & ISO 9001   *  Utilisation of IT 

* Culture and Attitude 

* Service Innovation 

* Technology Development 

     

 

 

 
 *  Investors in People   *  Trusted Advisor (umbilical cord) relationship 

 *  Careful Selection   *  Effective Communications/Engagement Letters/Website/ 

 *  Training Needs Analysis      Client Matters Newsletter, Regular Contact with clients 

 *  Thoughtful training/Coaching  *  Service designed to meet targeted customer needs 

 *  Staff Appraisal System  *  Clients Satisfaction Questionnaires/Feedback 

 *  Recognition   *  Pro-Active and committed to making a value added difference to clients 

 *  Flexible Working Arrangements  *  Customer Care Focus Groups 

 *  Work/Life Balance Promoted  *  Referral Opportunities Created 

 *  Employee Satisfaction Survey   
 

In Summary:  Commitment to TQM culture and IT development, invest in and develop Quality Staff  

= Employee Retention = Customer Satisfaction = Customer Retention = Referral Business = LONG TERM SUSTAINABLE PROFITABILITY  

AND INTERNATIONAL COMPETITIVENESS  


