
Table of Contents
							        

About the Author .................................................................................... vii 
Acknowledgments ................................................................................... ix 
Foreword ................................................................................................... xi 
Preface ......................................................................................................xiii 

Chapter 1	 Delighting Clients
	 Why Delight? ..........................................................................1 
	 The “Delight Principle” .........................................................5 
	 The Cost of Poor Quality ..................................................8 
	 The Need for Quality Focus in Appraisals .........................12 
	 Designing and Implementing Quality Standards .............17 

Chapter 2	 Understanding the Quality Movement and Six Sigma
	 Defining “Quality” ................................................................19 
	 History of the Quality Movement .......................................22 
	 Six Sigma Methodology Overview ......................................30 
	 Quality Management and Appraisal ..................................37 

Chapter 3	 Customers and Their Needs
	 Listening to the Customer ...................................................45 
	 Customer Feedback Tools ...................................................53 
	 Celebrate Successes .............................................................64 
	 Analyzing and Applying Customer Feedback ...................65 
	 Defining Report Standards ..................................................66 
	 Appraisal Client Feedback ..................................................70 



	 vi	 Exceeding Expectations: Producing Appraisal Reports and Services That Delight Clients

Chapter 4	 Implementing a Quality Control Review Process
	 Quality Control Review Process Overview ........................77 
	 Quality Control Reviewer Qualifications ...........................86 
	 Turnaround Time Standards ..............................................87 

Chapter 5	 Determining the Scope of the Quality Control 
	 Review
	 The Scope of the Review .....................................................89 
	 Critical Items of Focus .........................................................91 
	 Significant Issues Found in Appraisal Reports .................93 
	 Time Allocation ..................................................................102 

Chapter 6	 Appraiser/Quality Control Reviewer Responsibilities 
	 and Communicating During the Review 
	 Proofreading Prior to Submission for Review:  
	 The Appraiser’s Responsibility .........................................105 
	 Quality Control Reviewer Responsibilities ......................107 
	 Other Communication Issues ...........................................111 
	 Review Delivery Methods .................................................113 
	 Handling Disputes .............................................................114 

Chapter 7	 Evaluating Report Quality and Taking Corrective 
	 Action
	 Conducting the Quality Control Review ..........................115 
	 Taking Corrective Action ...................................................119 

Chapter 8	 Putting It All Together
	 Writing Style and Professionalism ...................................123 
	 Employee Motivation and Client Satisfaction .................130 
	 Implications for Appraisal Practices ................................138 
	 Conclusion ..........................................................................148 

Appendix A	Active Listening ................................................................151 

Appendix B	Common Errors and Issues in the Appraisal 
	 Report  ................................................................................155

Appendix C	Common Cash Flow Modeling Issues ..........................171

Appendix D	Some Thoughts on Lexicon and Syntax ......................173

Appendix E	Excerpt from Writing Appraisal Reports ....................179

Appendix F	Common Grammar and Style Pitfalls in Appraisal 
	 Reports ................................................................................189

Appendix G	Sample Quality Control Audit Checklist .....................199

Bibliography ..........................................................................................203


