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	Client:      
	Project No:      
	Date:      

	Client Representative:      
	Project:      

	Project Manager:      
	Client Advocate:      

	Overview:

	Our firm has established an ambitious goal—to be a service leader in our industry. To this end, we have adopted a process for managing service delivery. The basic steps of this process are depicted below:

This template is a valuable tool for implementing this process, especially the first step--benchmarking expectations. 

Requirements vs. Expectations

An important concept in service benchmarking is to recognize the difference between client requirements and expectations. The primary differences are highlighted in the table below. Superior service is rooted in meeting and exceeding expectations, not simply fulfilling the explicit scope of the contract.

Requirements

Expectations

Stated (in contract, RFP, etc.)

Unstated (unless asked)

Impersonal

Personal

Objective

Subjective

Specific

Often less specific

Defining Service

Service can be defined as what the client experiences in working with our firm. Service is founded on the quality of interactions—the relationship—between the client and the consultant. It’s important to keep in mind that the client’s expectations largely define the experience. That’s why benchmarking expectations is so critical.

Goals of Service Benchmarking

· Uncover hidden client needs, expectations, and priorities

· Mutually agree on how expectations will be met by our firm

· Reach resolution on any expectations that cannot be reasonably met

· Define standards and intervals for performance reviews

· Document the above!





	Communications:

	How often should we routinely update you?


	     

	What are the best means and times to reach you?


	     

	[The best way to reach us is…]


	     

	What are your preferences regarding phone vs. email?


	     

	Who are the points of contact in your organization and what issues will they handle?


	     

	[These are our primary contacts…]


	     

	Do you want written or verbal status reports? At what intervals?


	     

	[You can expect us to return your calls within…]


	     

	Do you have any other preferences or concerns regarding communications?


	     

	Meetings:

	How many meetings with us do you anticipate? At what points in the project?


	     

	Who is responsible for planning and facilitating these meetings?


	     

	[When we are facilitating the meeting, you can expect…(e.g., agenda, minutes, etc.)]


	     

	Are there other meetings you want us to attend (e.g., city council, planning commission, etc.)?


	     

	Do you have any other preferences or concerns regarding meetings?


	     


	Decisions and Involvement:

	What kinds of decisions do you want to be directly involved in?


	     

	At what specific points in the project should we seek your approval before proceeding?


	     

	Who in your organization needs to make what specific approvals?

	     

	How involved do you want to be in project kickoff, strategy, and progress meetings?


	     

	At what points do you want to review draft work products?


	     

	Do you have any other preferences or concerns regarding decisions and involvement?


	     

	Information and Data:

	What information do you want us to routinely report to you?


	     

	What project background data can you provide us and when? [These are the data we’d like…]


	     

	In what format do you want us to compile data?


	     

	Are there any specific restrictions in sharing information with other project stakeholders?


	     

	What records do we need to maintain for your purposes and in what form?


	     

	What are the best electronic means to share or provide access to data?


	     

	Do you have any other preferences or concerns regarding information and data?


	     


	Deliverable Standards:

	Are there specific format standards you prefer or require for deliverables? Do you have examples or written guidance?


	     

	[If there’s no client preferences, show example work products and ask if they meet expectations]
	     

	Do you require any special document control procedures?


	     

	How many copies do you want? Any special preferences in terms of binding, materials, etc.


	     

	Do you have any other preferences or concerns regarding deliverables?


	     

	Invoicing and Payment:

	By what dates do you need to receive invoices to ensure timely payment?


	     

	Do you have specific preferences for format?


	     

	What do you need in the form of backup? Is this negotiable if there’s a potential cost savings?


	     

	Are there other attachments that you would like with invoices (e.g., progress reports)?


	     

	Are there any special payment methods that might be beneficial?


	     

	Do you have any other preferences or concerns regarding invoicing and payment?


	     

	Changes:

	Do you have a specific process we should follow if changes should be necessary?


	     

	What is the basis for estimating extra costs?


	     

	Whose approval is required? How long should this take?


	     

	[The project stages where we see the greater potential for scope changes are…]


	     


	Changes (continued):

	What response from us do you expect should a mistake occur?


	     

	[This is the process we will follow to prevent mistakes and ensure quality…]


	     

	Do you have any other preferences or concerns regarding project changes?


	     

	Performance Feedback:

	Do you have a formal process for evaluating consultant performance?


	     

	Would you be willing to provide us honest feedback on how well we meet expectations?


	     

	[Here’s the process we normally use to solicit client feedback on our performance…]


	     

	Would you be willing to participate in our biannual service assessment process?


	     

	Do you have any other preferences or concerns regarding performance feedback?


	     

	Are there any other important issues we haven’t covered?

	     


	Any particular concerns you have about this project?

	     



	Identifying Service Gaps:

	Are there any significant gaps between how our firm (or the project manager) normally does things and what the client requested? List:

     


	Service Deliverables:

	What key steps are needed to close any service gaps listed above? These will define your “service deliverables.”

     



Client Service Planner
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