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CustomerChampionTM Professional Certification – Application / Report Form
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	Candidate’s Name:
As it will appear on certificate
	

	Candidate’s Email:
	

	Daytime Telephone:
	

	Organization:
	

	Position (Optional):
	

	Complete Mailing Address for Sending Awards:
	



· Step 1 - Basic Training:  Obtain and study a copy of the 148-page Customer Astonishment: 10 Secrets to World-Class Customer Care (CA-10) book.  Complete the Customer Astonishment video CD tutorial on a group or self-study basis.  Print and use the Study Guide that is embedded within the CD.
	( Please enter the date that the above training was completed. (
	


· Step 2 - Examination:  Complete the 10-question examination on pages 2-3 to help you crystallize the core principles of Customer Astonishment. Use the CA-10 book as a reference where needed.  Please note that this exam is in addition to the optional exam that accompanies the video CD tutorial.  The exam is self-scored.   
· Step 3 - Technical Verification:  Complete an assessment of your basic technical skills and general readiness to serve your customers.  It is recommended that you meet with your work supervisor to get her/his input and to jointly plan for further training and skill development that you may need to pursue.  See page 4.  

· Step 4 - Field Project:  Demonstrate that you understand and are committed to the key elements of Customer Astonishment.  Please review the plan for your “Field Project” with your work supervisor as appropriate.  As your project is completed, prepare your “Project Report” and review it with your supervisor.  See page 5.   
· Step 5 - Finish and Submit Your Application/Report:  Please read carefully.  Complete this application form, including the Project Report.  As appropriate, have your supervisor sign off on Steps 3 and 4.  Please check to be sure your certification fee has been paid.  You can mail a check with your application or visit www.AstonishU.com to pay by credit card, unless the fee has been paid by your sponsoring organization.  Email or mail this form directly to Cornerstone using the addresses below.  Keep a copy for your records.  
Awards: Upon a final review of your application by Cornerstone, your CustomerChampionTM certificate and lapel pin will be mailed to the address above.  As appropriate, invite your work supervisor to present the awards.


If you have any questions, please contact us as follows...

Cornerstone Professional Development

PO Box 95961, South Jordan, UT 84095 - USA

( Email applications to: Sharon@CustomerChampion.com
Telephone: 866-654-0811
Step 2 - Examination
Please type (or write) in all the correct answers (A-B-C) for each question below. Note that one, two, or all three answers may be correct. IMPORTANT: Beneath each question, please give your interpretation of the importance of the core principle represented by that question. This will demonstrate that you have internalized the principles of Customer Astonishment. Please self-score the exam.  Note: The correct answers appear at the bottom of page 5.    

1. Most importantly, a Core Purpose is:  [A] at the heart of the work you and your team do each day, [B] the driving force behind your business mission and overall vision, [C] just a clever slogan used to motivate employees.

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


2. Customer Astonishment is:  [A] a clever new buzz phrase for improved customer service, [B] to meet the requirements of customers and hopefully delight them, [C] to “raise the bar” and create a WOW experience for your customers.
	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


3. To be Customer Need Focused is to:  [A] put aside any concern about so-called process control, [B] do anything the customer asks, [C] join with the customer as a problem-solving partner to find needed solutions.

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


4. R-A-E-I is:  [A] a four-dimensional view of customer needs and opportunities, [B] a key to remembering multiple ways of serving and supporting customers, [C] a way to track your progress toward truly astonishing your customers.

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


5. Pride Factors are:  [A] a way to show-off just how “great” you are, [B] your commitments to handle the Moments of Truth you encounter with your customers each day in an exceptional manner, [C] hallmarks of personal excellence.

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


Step 2 - Examination - Continued
6. To A-C-T is to:  [A] get busy, [B] do something; anything, [C] demonstrate your commitment and skill as a world-class problem solver.

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


7. To be Responsive is to:  [A] listen with the ears of a detective and the heart of a friend, [B] satisfy customer needs, [C] demonstrate consistency in providing excellent service.

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


8. To be Anticipatory is to:  [A] be nervous about what the customer may ask you, [B] observe the customer and pay attention to the details others may miss, [C] act without waiting to be asked.  

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


9. To be Expansive is to:  [A] cross-sell other beneficial products that are of interest to the customer, [B] involve problem-solving partners to be sure the customer has a wide range of possible solutions, [C] think big about parallel opportunities to serve and support your customers. 

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


10. To be Intuitive is to:  [A] possess a crystal ball, [B] recognize patterns in the customer’s world and in the broader marketplace that will position your people, products, and services as key elements of the competitive advantage your customers expect you to have, [C] connect the dots for the customer.

	Please enter all correct answers: A - B - C: 
	
	
	


	Importance: 
	


Step 3 - Technical Verification

This step in the CustomerChampionTM certification process is an opportunity for you to assess your technical skills and your general readiness to serve your customers. Wherever possible, it is recommended that you meet with your work supervisor to get her/his input and to jointly plan for further training and skill development that you may need to pursue. Please determine that you are ready in each of the key areas below or agree on a plan to gain more knowledge and skill as needed. Next to each Knowledge/Skill category, place an “X” to the right of “Yes” or “Not Yet” (a plan is needed) or “NA” (not applicable).

	Categories of

Knowledge and Skill
	Is the Level of My Knowledge       and Skill Adequate?
	What Training or Skill Development Is Needed?


	Example: Telephone Etiquette
	Yes
	
	Not Yet
	X
	NA
	
	I plan to observe other CSRs.

	1) Basic Product Knowledge
	Yes
	
	Not Yet
	
	NA
	
	

	2) Basic Work Process Skills 
	Yes
	
	Not Yet
	
	NA
	
	

	3) Office / Business Procedures
	Yes
	
	Not Yet
	
	NA
	
	

	4) Computer / Technical Skills
	Yes
	
	Not Yet
	
	NA
	
	

	5) Business / Industry Knowledge
	Yes
	
	Not Yet
	
	NA
	
	

	6) Laws / Regulations
	Yes
	
	Not Yet
	
	NA
	
	

	7) E-Commerce/Internet Practices
	Yes
	
	Not Yet
	
	NA
	
	

	8) Other:
	Yes
	
	Not Yet
	
	NA
	
	

	9) Other:
	Yes
	
	Not Yet
	
	NA
	
	


Acknowledgement of Readiness and/or a Plan for Further Development of Knowledge/Skills:

	Candidate’s Name
	Supervisor’s Name
	Date

	
	
	


FYI: Customer Astonishment Grid – See Chapter 5 of the Book
The following R-A-E-I grid is a reminder of the opportunity to be more Responsive, Anticipatory, Expansive, and Intuitive in addressing the needs and exceeding the expectations of your customers. See Chapter 5 of the Customer Astonishment book (page 31). These four dimensions may help you identify opportunities for your “Field Project” as part of Step 4 on the following page.
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Step 4 - Field Project 
This project is an opportunity to show that you are in the process of putting the principles of Customer Astonishment into practice in the course of your day-to-day work. There are two alternative approaches you can take as follows…

A. If you have recently (within the last 12 months) made a special Service Excellence contribution that demonstrates your commitment to going the extra mile for your customers, please describe the approach you took and the results you created following the report format shown below. 
B. If you have not yet made such a singular contribution, then please see the report format below to guide you in making plans to do so. As with the first alternative, it is important that your project progress to the point that you can report on actual results you have created for your customers. Designing and implementing a new project is recommended.
Summarize the results of your Field Project following the general outline below. Please do not include information that is of a highly personal or proprietary nature that could embarrass your customers or associates, or compromise their requirements for confidentiality. Please provide clear examples of what you did and how it benefited your customer(s). This is a summary report. Please attach an additional page for your report as necessary. Your supervisor will sign off on the project to acknowledge the positive RESULTS you have created. Important: The credibility of your certification is determined by your diligence in completing this project.
Please Note: If you acted independently to accomplish this project and your “supervisor” was not formally involved, please include a testimonial statement from those who benefited from your project as part of the RESULTS you show in item 3.    



Your Project Report: to be completed when the project is fully implemented and results are evident.  
1) The Problem/Opportunity I Chose to Address for My/Our Customers:

2) The Action I/We (My Team) Took to Improve or to Innovate for Our Customers:

3) Positive RESULTS Customers Are Now Experiencing:

	Application by Candidate:
	Name:
	Date:

	Acceptance by Supervisor:
	Name: 
	Date: 

	Approval by Cornerstone:  
	Name: 
	Date:




Answers to the 10-Question Exam on Pages 2-3:

1:AB,   2:C,   3:C,   4:ABC,   5:BC,   6:C,   7:ABC,   8:BC,   9:ABC,   10:BC
CC Code: 
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