Moments of Magic

This information was gathered from a presentation by Shep Hyken.  He was able to draw a clear picture between mediocre service and service that creates moments of magic.   Additional informational about Shep is found at www.hyken.com
I felt this is an important topic as QA provides a vital service to the software development process.  Building strong relationships, communication and managing expectations are cornerstones to this service.  Here are Shep’s tips:

Five ways to build stronger relationships

1. Manage the first impression


These are things you do to set the tone for what is to follow. This can be your attitude, body language, etc. 
2. Knowledge of business, your area of expertise


It is more important to know where to find the appropriate information and how to use it than to be a know it all

3. General knowledge rapport building


How do you relate to others in things other than business (socially)?
4. Enthusiasm

Enjoy it; be excited/passionate about what you do

5. Communication


Understanding people, asking enough and the right questions 

Communication

Understand the customer, language and actions mean different things to different people.  

We tried a simple exercise to bring this point home.   We had a piece of paper with a rectangle and lines numbered 1 to 9.  Shep had is write the word run in the rectangle.  From there we have 15 seconds to write up to 9 other words that related to run.  We partnered up with another person and compared our lists.  It was interesting to see how many people had written the same words.   We compared words and found that we did not have one word in common.   This brought the point home about language and words meaning very different things to each person.
Keys to managing Expectations 
No mistakes due to communication breakdown

Quality at each turn, service or delivery

Understand why you are in business

Do it with speed (for example returning calls)

If you can set expectations (under promise, over deliver)*
Accountability – ownership comes my way whether or not your responsibility

Show appreciation and respect

*(Example:  This point does not mean to set low expectation and continually exceed them.  This point means for you to set reasonable expectations and exceed them.  For example, in the Disneyland parks each of their rides has a sign in line that updates you on how much more time.  This sign helps set the expectations and can help the Magic Kingdom to exceed expectations)
