
Bron: Jean-Pierre Thomassen en Eric de Haan, Service Excellence, Vakmedianet 2016.

Employee perspective
(including partners)

Customer perspective

Higher 
financial 
results

&

Stronger 
competitive 
advantages

Service 
Excellence

Employee 
Delight

Sustainable 
employee 

engagement 
& ownership

Customer 
Delight

Customer 
loyalty & 
advocacy

Outstanding 
customer 

experience

Outstanding
employee 

experience 
and 

environment

Service Excellence Effect Chain


