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Abstract

Recently, not only CS (Customer Satisfaction) but also CD (Customer Delight) has
attracted attention in the argument on service quality. It suggests that it becomes
impossible to realize the further improvement in performance if we do not hold the
invisible demand of customer by taking a step toward a customer.

At this subcommittee, we studied last year "What is the quality of service" and "How
is customer satisfaction held". This year, we studied focusing on "How customer
delight will be improved ", and "How customer delight will lead to management."”

Research showed that ITIL (IT Infrastructure Library) and SLA (Service Level
Agreement) which are the big movement toward service level management were deeply
related to "Customer Delight", and to use a prototype is effective in "Holding the
invisible demand of customer".

About another theme "Relation with customer delight and management”, it is easy to
arrange when the matrix is made according to the approach posture of a company and
the recognition level of customer's needs, and has come into view the route to new
customer needs creation.

In addition, while discussing the relation between the "Customer Delight" and
"Employee Satisfaction" which was not examined conventionally, we got next results.
1) Holding the invisible demand of customer raises customer delight.

2) It makes an achievement of management.
3) At last, it raises employee satisfaction.

This subcommittee’s proposal is that management staff of a company should

recognize this improvement cycle starts from holding an invisible demand of customer

and the cycle can realize improvement in performance.
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SLM: Service Level Management

SLR: Service Level Requirement SLR
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