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0 O O roduct: One way firms offer quality to their customers is to improve their customer service support. For
example, Whirlpool steadily improves the repair services it offers on its appliances. In the past, if your washing
machine broke down, you'd call Whirlpool, they'd refer you to a service center, and you'd call the service center
and try to schedule a repair time. Today, technology lets Whirlpool's customer service reps view the schedules f all
its repair technicians in your area and then schedule a repair time that suits your schedule——all during the first
phone call. Whirlpool also offers an on-line service that lets customers schedule service themselves, without even
talking to a rep. The easier it is for customers to interact with the company and get results, the more satisfied they
will be. And Whirlpool's acquisition of Maytag gave the company the opportunity to expand this quality emphasis
to include customers of the already quality-focused Maytag product line."Another interesting customer service
example is Toshiba, which has begun to out- source the entire process of its laptop service and repair to UPS.
When someone's laptop needs to be fixed, UPS picks it up, transports it to Memphis where Toshiba trained UPS
employees fix it, and then UPS ships it directly back to the customer. Thus, the company shaves the repair cycle
time to only a few days.
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