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Table 1 Service Motivation Definition and Key Behaviors

	Definition
	Key Behaviors

	The ability to model a high standard of quality and commitment to serving the public.
	Creates and sustains a culture that encourages commitment to quality service and high performance.

	
	Provides the tools and support others need to perform well and produce exceptional results.

	
	Exemplifies a commitment to public service in one’s statements and actions.

	
	Fosters in others a spirit of public service and meaningful contributions to mission accomplishment.


Expert: Models, leads, trains, and motivates multiple levels of personnel to be excellent in serving the

Public with high quality services and performance.
Advanced: Even in the most difficult situations, ensures a commitment to high quality services and

performance within the organization by fostering in others a spirit of public service and meaningful

contributions.
Intermediate: Usually ensures a commitment to high quality services and performance within the

organization by fostering in others a spirit of public service and meaningful contributions.
Basic: Sometimes ensures a commitment to high quality services and performance within the

organization by occasionally fostering in others a spirit of public service and meaningful

contributions.
Awareness: Demonstrates common knowledge or an understanding of the tools and practices needed

to perform well and produce exceptional results in serving the public.

Table 2 Service Motivation Available Training and Development Resources

	Resource Type
	Resource Title
	Unique Identifier
	Time

	1 Hour

Courses
	Customer Service Fundamentals: Building Rapport in Customer Relationships


	cust_09_a01_bs_enus

	

	
	Customer Service in the Field


	cust_09_a02_bs_enus

	

	
	Customer Service over the Phone


	cust_09_a03_bs_enus

	

	
	Shaping the Direction of Customer Service in Your Organization


	cust_09_a06_bs_enus

	

	Challenge Series
	Aligning Performance to Key Indicators


	_pc_bi_ctbi007

	

	Online Books
	Customer Service Training 101; Second Edition


	9780814416419


	

	
	10 Steps to Successful Customer Service


	9781562865900


	

	
	Exceptional Service; Exceptional Profit: The Secrets of Building a Five-Star Customer Service Organization


	9780814415382


	

	
	Unleashing Excellence: The Complete Guide to Ultimate Customer Service; Second Edition; Updated and Expanded


	9780470503805


	

	
	A Culture of Service: Creating Superior Customer Service That Lasts!


	9780978813796


	

	Government Leadership Advantage
	
	
	


Service Motivation - The ability to model a high standard of quality and commitment to serving the public.

