4.1. Job Profile: Workshop Manager
Job Profile

POSITION IDENTITY

Position Name : Workshop Manager

Department . After Sales

Direct Superior : After Sales Head

POSITION PURPOSE

Achieve highest workshop productivity and services based on standard process to increase customer

satisfaction and financial objective. Ensure people skills and capabilities through regular development.




RESULT

Workshop Profitability

Customer Satisfaction
PROCESS Workshop Services

. Excellence
Workshop Productivity Workshop Efficiency

RESOURCE

ANV A VAN
.Y AR Y AR

TEED EEIES SR Workshop People Workshop tools and
& Dealer Management SOP & other standard equipment
Management

QUALIFICATION

ﬂnowledge \ ﬁkills \ Gehavior \

= Dealer policy and = Leadership

= Strategic Thinking
procedure = Planning and Organizing = Open minded
= Dealer standard and Retail = Communication = Proactive
guidelines = Conceptual Thinking
= Parts & Workshop = Customer Oriented
Standard Process ]

Hands-on approach
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Job Description (Deskripsi Pekerjaan)

POSITION DESCRIPTION

Description

Duties & Responsibility

Performance Indicator

Workshop Profitability

Develop actions to achieve workshop
target: vehicle throughput, revenue (sold-
hours), profitability

Leading and monitor day by day workshop
activites to ensure the achievement of
workshop target

Monitor and update status to After Sales
Head for collectability of payments from
workshop customers

« Profit margin

» Revenue (IDR)

« Sold-hours (hours)

 Throughput (Unit)

« Amount of overdue
payments

Customer Satisfaction

Maintain good relationships with workshop
customers and accomodating workshop
customer complaint

Ensure good coordination within workshop
department to provide excellent service
delivery

Review service orders and inspect the
quality of a technician repairs before release
to ensure the vehicle

is suitable with customer expectation before
handover

« % customer
satisfaction index

« # workshop customer
complaint

« Fixed First Visit
(FFV)%

Workshop
Services
Excellence

Capture potential issues and summarize
customer needs to improve workshop
services

Ensure workshop operational activities
based on Standard Workshop Process to
deliver excellence services quality

Analyze current standard workshop process
to identify and present opportunities for
improvement of the

workshop services

« % Standard Workshop
Process compliance
based on audit findings

« % workshop services
improvement

Workshop Efficiency

Ensure workshop operational activities
properly  managed: time recording,
technician assignment, parts supply and
completeness & clarity in work orders
Ensure utilization of workshop tools and
equipment in workshop services

» Workshop efficiency%

Workshop Productivity

To make sure repair schedule is managed
properly, proper time recording and
adequate number of service advisors
Ensure number of throughputs coming to the
workshop

« Number of vehicle
throughput
« Workshop productivity




Workshop « ldentify the needs within workshop team to | « # workshop team
People develop their performance & service | member certified
Management excellence « % of regularly coaching
« Regularly provide feedback and coaching | session
session to support improvements in job
performance
« Ensure training and development program in
workshop departement is running well based
on schedule




Workshop Ensure on time completion report and

report & administration from all unit within workshop
administratio department
n « Responsible for every workshop’s related

report’s quality

for process improvements

« Review report and take necessary action

« Report Quality

« On time workshop
reporting

« Reviews are conducted
with necessary actions
identified

COMPLIANCE STANDARD

Dealers Standard

« DMS Guideline

« MB Mandatory Systems

« Workshop Process Standard
« Customer Satisfaction
AUTHORITY

« Workshop daily operations

« Workshop Customer Satisfaction
« Workshop process improvement
« Workshop Certification

WORKING RELATIONSHIP

(INTERNAL)

Sales

Parts

Finance & Administraion
Customer Care
Marketing

HRGA

(EXTERNAL)
. MBDIna
e« Customers

POSITION SPECIFICATION

EDUCATION: :
e  Minimum Bachelor Degree from any major

QUALIFICATION & EXPERIENCE :

« 5-7years of experience in related field

e Automotive workshop management

« Good English speaking proficiency is an advantage




COMPETENCIES NEEDED TO PERFORM :
« Knowledge:
o Dealer policy and procedure
o Dealer standard and Retail guidelines
o Standard Workshop Process
o Mercedes- Benz parts and product knowledge

« Skills
o Leadership - able to influence persons within group to support others in the accomplishmnet
of a common task
o Planning & Organizing — able to plan and organize activities and resource to support
Mercedes- Benz dealer objectives
o Communication - able to communicating with another to reach their goals through interactive
and appropriate interaction

« Behavior
o Strategic Thinking — show initiative based on data in accordance with organiation needs
o Conceptual Thinking — shows to identify patterns or links between seemingly unrelated issues
o Customer Oriented - shows constantly focusing on customer need in all area of business and
services




Error! No text of specified style in document. Error! No
text of specified style in document.

Job profile: Parts Manager 4.2

4.2.  Job profile: Parts Manager

Job Profile

POSITION IDENTITY

Position Name : Parts Manager

Department . After Sales

Direct Superior : After Sales Head

POSITION PURPOSE

Responsible to achieve sales revenue & profit for Parts Department. Maintain and aligning parts activities
within department to achieve Parts Department business objectives. To ensure optimum level of spare
parts stock availability to cover operational needs: internal (workshop, company owned vehicles, etc.)
and external (independent workshop, parts shop, etc.) thereby achieving the most customer satisfaction.
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Job profile: Parts Manager 42
RESULT
Optimum level of QUG
spare parts stock Parts Sales & Satisfaetian
availabilitv Profitability

T o 4

Parts Operational Parts Sale.s and
Excellence Marketing

SN TN
4 N )

After Sales System &
Dealer Management Standard Parts People Ma nagement
System Process

RESOURCE

QUALIFICATION

/Knowledge \ (Skills \ ﬂBehavior \

= Dealer policy & procedure Leadership Proactive
= Dealer standard & Retail Planning & Organizing Open Minded
guidelines Communication Strategic Thinking

= Mercedes-Benz Parts Interpersonal Conceptual Thinking
Product Knowledge Analytical skills L] Customer Oriented
= Sales and marketing = Negotiation skills . Hands-on approach
= Parts & Workshop Standard .
Process
= Finance for Non-Finance "

& AN AN J
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Job Description (Deskripsi Pekerjaan)

Job profile: Parts Manager 4.2

POSITION DESCRIPTION

Description

Duties & Responsibility

Performance Indicator

Parts Sales &
Profitability

Responsible to achieve sales revenue &
profit for Parts Department

Daily monitoring of parts activites to ensure
the achievement of Parts Department target

Enforce parts pricing policy that balances
volume, customer loyalty, and the cost of
doing workshop business

Parts sales achievement
% sales growth
% parts profitability

Customer Satisfaction

To ensure optimum level of spare parts stock
availability to cover operational needs:
internal & external needs

Maintain good relationships with parts
customers and accomodate parts customer
complaint for OTC business

Ensure good coordination with cross function
department to provide excellent service
delivery

Ensure availability of parts, accessories &
collections to fulfill customer’s needs

¢ % parts customer
satisfaction index

¢ % net promoter score

e # parts customer
complaint

Parts Sales and

Marketing

Emphasize the customers to use genuine
Mercedes- Benz parts through parts various
initiatives

Leverage parts market share with various
method strategy to support parts target

Develop after sales marketing programto
increase parts revenue

Develop sales of MB collections

¢ % sales growth for parts
¢ % MB collections sales

Parts Operational

Excellence

Capture potential issues and summarize
customer needs to improve parts availability
and operational activities

Ensure parts inventory operations based on
MB standard procedures including planning,
stocking, services control and dead stock
ratio

Ensure parts logistic and distribution
operations to meet customer’s expectations

Ensure development business of parts in
workshop & OTC

% Parts service level
% Backorder ratio

% Dead stock ratio

% Parts business
development initiatives
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Job profile: Parts Manager 42

People Management

e Identify competency needs within parts team
to support parts operational activities

e Ensure training and development program in
Parts Departement is running well based on
schedule and align with operational activities

e Regularly provide feedback and coaching
session to support improvements in job
performance

e Maintain a conducive working environment

o# of qualified people
fulfilled according to MB
standard

¢ % employee turnover

within Parts Department

Parts report &

administration

e Ensure smooth operational parts system and
on-time reporting to MBDIna

e Parts parameter are set correctly in the
system

¢ On time reporting

COMPLIANCE STANDARD

Dealers Standard

DMS Guideline

MB Mandatory Systems
Parts Process Standard

AUTHORITY

e Parts daily operations

e Giving discount based on parts pricing policy
e Parts system improvement

e Parts people development program

WORKING RELATIONSHIP

(INTERNAL)
e Sales
e Workshop

e Finance & Administraion

e Customer Care

e Marketing
e HRGA
(EXTERNAL)
e MBDIna

e Customers
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Job profile: Parts Manager 42

POSITION SPECIFICATION

EDUCATION: :

e Minimum Bachelor Degree from any major

QUALIFICATION & EXPERIENCE :

e 5

- 7 years of experience in the related field

e Parts technical knowledge

COMPETENCIES NEEDED TO PERFORM :

¢ Knowledge:

@)

O

O

Dealer policy & procedure

Dealer standard & Retail guidelines
Mercedes-Benz Parts Product Knowledge
Sales and marketing

Parts & Workshop Standard Process
Finance for non-finance

e Skills

O
@)

Leadership - able to influence persons ccomplishmnet of a common task
Planning & Organizing - able to plan and organize activities and resource to support Mercedes-

Benz dealer objectives

Communication - able to communicating with another to reach their goals through interactive and
appropriate interaction

Interpersonal - able to involved other people with positive interaction and work effectively
Communication skills

Negotiation skills

e Behavior

Strategic Thinking — show initiative based on data in accordance with organiation need
Conceptual Thinking — shows to identify patterns or links between seemingly unrelated issues
Customer Oriented - shows constantly focusing on customer need in all area of business and
services

Proactive - shows to creating or controlling situation by causing something happen

Open minded - showing a mind receptive to new ideas or arguments
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Job profile: After Sales Manager 43
4.3. Job profile: After Sales Manager

Job Profile

POSITION IDENTITY

Position Name : After Sales Head

Department . After Sales

Direct Superior : Head of Dealer

POSITION PURPOSE

Managing after sales business (workshop and parts) to ensure the achievement of customer satisfaction
and after sales & profit target. Ensure after sales operational activites based on After Sales Standard
Process. Managing and developing all employees in Workshop Department via Workshop Manajer and in
Parts Department via Parts Manager. Representing the Mercedes-Benz brand.

RESULT

After Sales &
Customer Satisfaction Profitability

T A DY
PROCESS / \

Workshop After Sales After Sales Business

Management Parts Productivity Development
Management

e

RESOURCE | \ / \ /

After Sales System & SOP & Other After Sales People After Sales Trends and
Dealer Management Standards Management Analysis
System

QUALIFICATION

ﬁ(nowledge \ ﬂkills \ ﬂehavior \

= Dealer policy & = Leadership = Strategic Thinking
procedure = Planning & Organizing = Conceptual Thinking
= Dealer standard and = Key Account = Innovative
Retail guidelines Management = Proactive
= Product Knowledge = Business Development = Open Minded
= Mercedes-Benz after = Customer Relationship
sales products & Management

kservices j K j K j
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Job profile: After Sales Manager 43

Job Description (Deskripsi Pekerjaan)

POSITION DESCRIPTION

corresponding annual plan in line with
Mercedes-Benz dealer target

Cost efficiency strategy and implementation
best practices

Ensure optimal design of workplaces and
processes, and planning for facilities, parts
storage, bays, machines, tools, diagnosis
installations, etc. is carried out correctly
Propose and enforce a workshop & parts pricing
policy that balances volume, customer loyalty,
and the cost of doing business

Formulize and enforce after sales budget
annualy based on historical data and in line with
Mercedes- Benz dealer target

Ensure collectability of payments from after
sales customers

Description Duties & Responsibility Performance Indicator
After Sales & o Define market targets for workshop and the | e % after sales & profitabilty
Profitability spare parts business, and develop a | ¢% Sales Growth

Customer Satisfaction

Ensure ratio of Fixed First Visit (FFV) and
strategy for handling complaints especially
similar complaints

Maintain good relationships with all customer in
particullary with key account customers

Ensure good coordination within after sales unit
to provide excellent service delivery

Ensure customer complaints handling regarding
workshop services and parts availabilty
according to Mercedes-Benz dealership's
guidelines

Propose, ensure, and monitor customer care
activities regarding to after sales units to

maximize customer satisfaction

¢ % customer satisfaction
index

¢ % net promoter score

¢ # after sales customer

complaint
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Job profile: After Sales Manager 43

POSITION DESCRIPTION

Workshop Management

o Inspect day to day workshop service activities
and tools utilization to ensure that activites
based on workshop service standard and take a
proper action to improve standard workshop
process in line with dealer objectives

o Capture potential issues and summarize
customer needs to take neccesary action to

improve workshop services

¢ % workshop services
improvement

¢ % workshop process
compliance based on

audit findings

Parts Management

e Ensure Parts Management practices

¢ Inspect day to day parts activities from planning,
selling, logistic and inventory to ensure that
activities based on parts standard process and
take a proper action to improve standard parts
process in line with dealer objective

e Capture potential issues and summarize
customer needs to take neccesary action to

improve workshop services and parts product

¢ % Service level

¢ % Dead stock level

¢ % Stock turnover

¢ % Standard Parts
Process compliance

based on audit findings

After Sales Business

Development

eEnsure the development of business
opportunities for workshop, spare parts, MB
collections & Over The Counter (OTC)

e |dentify posibility of improvement regarding after
sales package in after sales unit based on
customers, markets and relationships needs in
line with Mercedes- Benz dealer objectives

e Enhancing after sales products and services
values to cover business expectation based on

internal data and market analysis

¢ Retention rate
¢ Share of ratio sales spare
parts and OTC

=i MO0146F <> Panduan Peserta

14




of specified style in document.

Error! No text of specified style in document.Error! No text

Job profile: After Sales Manager 43

POSITION DESCRIPTION

& People Management

After Sales Productivity |e Manage people within after sales unit to

determine strong and sustainabe team to
achieve after sales objective

Ensure good communication and coordination
within after sales function to optimize employee
capacity and increasing productivity

Ensure and monitoring percentage of after sales
employee turnover to determined score of

workshop productivity

¢ % Employee turnover
¢ % Workshop

effectiveness

Report & analysis

Define necessary measurements and make
sure measurements are implemented in a
reasonable time frame.

Ensure that all after sales activities have been
documented according to workshop and parts
policies and procedures.

Monitor after sales database and related issues
to maintain effective administration process
Ensure on time completion report and
administration from all unit within Mercedes-
Benz dealer

Review regularly dealer report and
admistration to take proper action

¢ On time report and

administration

COMPLIANCE STANDARD

o Dealers Standard
o DMS Guidelines
o MB Mandatory System

e SFU Guidelines

e Customer Retention Card

e After Sales Process Standard

AUTHORITY
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Job profile: After Sales Manager 43

o Analyze company data to compared with external data
o Propose initiative based on marketing facts & findings
o Presentation about the after sales data

o Workshop and Parts Pricing

o Workshop and Parts policies & procedures

WORKING RELATIONSHIP

(INTERNAL)

e Sales

e Customer Care

e Marketing

e Finance and Administration
¢ HRGA

(EXTERNAL)

¢ MBDIna

e Customers

POSITION SPECIFICATION

EDUCATION :

¢ Minimum Bachelor Degree from any major

QUALIFICATION & EXPERIENCE :

e 7 -9 years of experience, preferably in automotive retail business
e Proven track record in managing retail business
e Excellent communication skills

e English speaking proficiency

COMPETENCIES NEEDED TO PERFORM :

e Knowledge:
o Dealer policy & procedure
o Dealer standard and Retail guidelines
o Product Knowledge

o Mercedes-Benz after sales products & services
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Job profile: After Sales Manager 43

o Project Management

o Marketing Intelligence

Skills

o Leadership - able to influence persons within group to support others in the accomplishmnet of a
common task

o Planning & Organizing — able to plan the target & activities to support organization strategy

o Selling - able to present clearly products or services to support achievement of goals or objectives

o Key Account Management - able to manage key account in after sales services, including fleet
customer

o Business Development - able to enhance value creation on related business

o Customer Relationship Management - able to build and maintain positive relationship with customers

o Communication skills - able to convey message clearly

o Negotiation skills - able to approach customer to gain business advantage

Behavior

o Strategic Thinking — show initiative based on data in accordance with organization needs

o Conceptual Thinking — shows to identify patterns or links between seemingly unrelated issues

o Innovative - shows to identify business need to creating new product or services in related business
o Proactive - shows concern and acting in dealing with organization condition and situation

o Open minded - shows openess and respect to new ideas
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Job Profile: Service Manager 43

4.3. Job Profile: Service Manager

Job Profile

POSITION IDENTITY

Nama Posisi : Service Manager

Departemen : After-Sales Department

Atasan Langsung : Head of Dealer/ GM/ Branch Manager

POSITION PURPOSE

Bertanggung jawab atas pencapaian produktivitas dan layanan workshop sesuai dengan standard
proses yang telah ditentukan. Posisi ini juga bertanggung jawab terhadap pencapain penjualan Parts
(termasuk di dalamnya adalah untuk memastikan optimalisasi tingkat ketersediaan stok suku cadang
guna mendukung kebutuhan operasional internal maupun eksternal). Service Manager memastikan

kepuasan pelanggan dan sasaran profit organisasi Dealer.
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HASIL
Workshop Throughput
& Penjualan Parts Kepuasan Pelanggan
(Revenue/ Profit)
[ - V. '
PROSES Workshop
Pengelolaan Parts/ Productivity Workshop & Parts
suku cadang Process Excellence
SUMBER /
DAYA
After Sales System Peralatan dan
& Dealer Pengelolaan karyawan e ?a_n S perlengkapan
Management ainnya workshop
KUALIFIKASI
\ ﬂ N \ ( | \
Pengetahuan ea |an. F Perilaku
Keahlian L .
= Standard Proses Parts * «KepRIpERmInan . Berpikir Strategis
& WOrkShOp u .Pe@@mﬁmganisasi . - Berpikil’ terbuka
= Dealer policy and . Kom‘g'ﬁirlﬁ%@-si . Proaktif
procedure »  Komunikasi . Berpikir Konsep
= Dealer standard and . Orientasi Pelanggan
Retail guidelines . Hands-on approach
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Job Description (Deskripsi Pekerjaan)

DESKRIPSI JABATAN

Deskripsi

Tugas dan Tanggungjawab

Indikator Kinerja

Workshop Throughput &
Penjualan Parts

(Revenue/ Profit)

e Menyusun program untuk mencapai target workshop :
kendaraan yang masuk, pendapatan (penjualan/ jam),
profitability

e Bertanggung jawab terhadap pencapaian dan
keuntungan penjualan spare-parts

¢ Menyesuaikan kebijakan harga suku cadang yang
mengacu terhadap factor jumlah, loyalitas pelanggan
serta biaya yang dibutuhkan

¢ Memimpin dan memantau aktivitas workshop setiap
harinya untuk memastikan pencapaian dari target

workshop

o Profit margin

¢ Revenue (IDR)

e Sold-hours (hours)

e Throughput (Unit)

¢ Amount of overdue
payments

Kepuasan Pelanggan

e Mengelola hubungan dengan pelanggan dan
mengakomodasi keluhan yang muncul dari pelanggan

e Memastikan koordinasi antar departmen berjalan lancar

¢ Melakukan review order dan inspeksi terhadap kualitas
teknis layanan/ perbaikan workshop sebelum dirilis
untuk memastikan kendaraan sudah sesuai dengan
ekspetasi sebelum handover ke pelanggan

¢ Memastikan ketersediaan dari suku cadang, aksesories
dan collection untuk memenuhi kebutuhan customer/

pelanggan

¢ % Index Kepuasan
Pelanggan

e # jumlah keluhan
pelanggan workshop

¢ % Fixed First Visit
(FFV)

Workshop & Parts
Process Excellence

¢ Menangkap isu-isu yang berpotensi dan merangkum
kebutuhan pelanggan untuk meningkatkan layanan
Workshop dan Parts

¢ Memastikan aktivitas operasional workshop & parts
sesuai dengan standard proses yang berlaku untuk
menyediakan pelayanan yang berkualitas

¢ Memastikan operasional ketersediaan dan pengiriman
suku cadang sesuai dengan ekspetasi dan kebutuhan
pelanggan

¢ Memastikan pengembangan bisnis pengelolaan suku
cadang di Workshop dan OTC

e Menganalisa standard proses workshop dan parts yang
berjalan dan mampu mengidentifikasi serta memberikan
arahan guna peningkatan pelayanan workshop maupun

parts

¢ % Kepatuhan terhadap
standard proses
Workshop berdasarkan
temuan audit

¢ % Peningkatan
pelayanan workshop &
parts

¢ % Rasio Dead Stock

¢ % pengembangan
bisnis parts

|
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Workshop Productivity & | e
Pemasaran/ Penjualan

suku cadang .

Memastikan jadwal perbaikan dikelola dengan tepat,
pencatatan waktu yang akurat

Memastikan jumlah kendaraan yang datang ke
workshop sesuai target yang ditetapkan

Menaikkan pangsa pasar suku cadang melalui metode-
metode ataupun strategi penjualan guna pencapaian
target yang ditetapkan

Bertanggung jawab terhadap pencapaian revenue dan
profit parts

Mengembangkan program-program pemasaran yang
menarik untuk parts dengan komprehensif (contoh:
program service package secara kesuluruhan)
Menyesuaikan kebijakan suku cadang yang mengacu
terhadap factor jumlah, loyalitas pelanggan dan biaya
yang dibutuhkan

¢ # Kendaraan yang
masuk ke workshop/ #
Throughput

¢ % Produktivitas
Workshop

* %Parts Revenue/
Profitability

¢ IDR penjualan MBAC
(MB Accessories &

Collection)

¢ Mengembangkan penjualan  MBAccessories &
Collection
Pengelolaan Karyawan |e Mengidentifikasi kebutuhan pengembangan teknisi | e # Sertifikasi workshop

(sesuai dengan sertifikasi yang dibutuhkan) maupun
program pengembangan lain yang dibutuhkan guna
mendukung pekerjaannya sehari-hari

Mengidentifikasi  kebutuhan  dalam tim  untuk
mengembangkan kinerja & layanan yang unggul
Secara teratur memberikan sesi umpan balik dan
pembinaan untuk mendukung peningkatan kinerja

sesuai target yang ditetapkan

dalam tim
¢ % Sesi periodikal
coaching

Administrasi dan .

laporan workshop

Memastikan penyelesaian laporan dan adminsitrasi
tepat waktu dari seluruh unit yang ada dalam workshop
dan parts

Melakukan review laporan dan administrasi secara
reguler untuk mengambil tindakan atau pelaporan
kepada MBIna dan/ atau Manajemen.

o Kualitas laporan

¢ Ketepatan waktu
laporan

¢ Melakuan review yang
disertai dengan
tindakan yang
dibutuhkan

STANDARD KEPATUHAN

e Dealers Standard
e Pedoman DMS

¢ MB Mandatory Systems

e Standard Proses Workshop

e Index Kepuasan Pelanggan

WEWENANG
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o Aktivitas periodik Workshop‘ & Papts roet
o Kepuasan Pelanggan

o Peningkatan proses Workshop & Parts

o Sertifikasi Workshop & Parts

HUBUNGAN KERJA

(INTERNAL)

Sales

Service Consultant
Service Reception
Finance & Administraion
Customer Care

HRGA

(EKSTERNAL)
e  MBDIna

o Customers/ Pelanggan

SPESIFIKASI JABATAN

EDUKASI :

. Minimal S1 dari semua jurusan

KUALIFIKASI DAN PENGALAMAN :
o 5 - 7 tahun dibidang terkait

. Pengelolaan workshop dan parts (suku cadang) otomotif

KOMPETENSI YANG DIBUTUHKAN UNTUK BERHASIL :
e Pengetahuan:
o Kebijakan dan prosedur dealer
o Dealer standard and Retail guidelines
o Standard Proses Workshop & Parts
o Pengetahuan produk dan suku cadang Mercedes- Benz

e Keahlian
o Kepemimpinan - mampu untuk mempengaruhi orang dalam suatu kelompok untuk mendukung orang lain
dalam pencapaian tugas umum
o Perencanaan dan Organisasi — mampu merencanakan dan mengatur aktivitas dan sumber daya untuk
mendukung tujuan dealer mercedes-Benz
o Komunikasi - mampu untuk berkomunikasi dengan orang lain untuk mencapai tujuan mereka melalui
interaksi yang wajar dan interaktif

o Perilaku
o Berpikir Strategis — menunjukkan inisiatif berdasarkan data sesuai dengan kebutuhan organisasi
o Berpikir Konseptual — menunjukkan kemampuan untuk mengidentifikasi pola dan hubungan diantara
permasalahan yang terlihat tidak berhubungan
o Orientasi terhadap pelanggan - menunjukkan fokus secara konstan terhadap kebutuhan pelanggan dalam
seluruh area bisnis dan jasa
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