DIN ISO 23592:2026-02 (E)

Service excellence - Principles and model (ISO 23592:2021)

Contents Page
Foreword
Introduction
1
2
3
4
5 Principles Of SETVICE @XCEIIEIICE ...................oo e 4
6 Service eXCellenCe MOMEN...............oo e 4
7 Elements of the service excellence model. ...
7.1 Service excellence leadership and STTAtEZY ...
7.1.1  Service excellence vision, mission and Strate@y ...
7.1.2  Leadership and management requirements
7.2 Service excellence culture and employee engagement ...
7.2.1  Service €XCelIENCE CUITUTE ...
7.2.2  Employee engagement............n
7.3 Creating outstanding customer experiences
7.3.1  Understanding customer needs, expectations and desires..................
7.3.2  Designing and renewing outstanding customer experiences
7.3.3  Service innovation Management. ...
7.4 Operational SErVICe EXCEIIETICE .......cc et
7.4.1  Managing customer-experience-related efficient and effective processes
and organizatioNal SEIUCTUTE ... 17
7.4.2  Monitoring service excellence activities and reSults ... 19
BIDIIOGIAPIIY ... 22



		2026-07-11T14:34:42+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




