CUSTOMER SERVICE

STEPS FOR CREATING A MORE RESPONSIVE

CUSTOMER SERVICE ENVIRONMENT

On Communication


Internal…

Keep co-workers informed about your whereabouts; how long will you be away

 from your desk?

Be sure that information from meetings at any one level is communicated to ALL 

Employees who will be affected by that information.  Pass that

Information down!

Hold periodic staff meetings and discuss current issues (weekly, bi-weekly; 


definitely regularly)
Erase the us/them mentality; we’re all a team working toward the same mission;


Respect each other!

External…

When outsiders (customers or not) walk into an office, someone should be

“visible” to help these customers; or, at a minimum, there should be signs

to let them know which way to go.  Too many offices create an entrance

of “mazes.”

Really respect the customer; take “time out” and listen to the customer before 


reacting; understand what the customer really needs; identify the problem

accurately and state the solution.

If you promise to “get back” to someone—DO SO!  Make sure follow-up is

timely.

Keep consistent high standards for answering phones and greeting visitors.  First


Impressions are priceless.

On the Role of Management


Create accountability.  If customer service is someone’s job, keep that employee



Accountable for doing the job!  Evaluate the customer-service

expectations more frequently than just the formal performance review;

there should be consistency in the way staff is managed; use measurable

standards and reward good work as well as redirect “bad” customer

service performance.

Get to know your employees as individuals.

Empower employees to make decisions at the point where they need to be


made; delegate more signature authority—move the process along more

quickly.

Streamline the approval process

Build morale; create recognition programs for good performance; consider

incentive bonuses, on-the-spot awards

Be realistic about workload; understand what it takes to do a good job

Offer more on-the-job training as well as formal training in customer

service

On the Self Development


Don’t take complaints or difficult customers personally


Get to know your total organization—who does what both within and

without your particular office

When you attend meetings, participate…contribute!

Recognize that it’s okay to say, “I don’t know the answer.”  However, take

 the initiative; offer to find the answer, and call the customer back.

Then make a notation of the answer; keep it and other “answers”

handy.  You’re creating your own information base (the critical

element for Knowledge Management).

Use behaviors that reflect a positive attitude:  pleasant, courteous, polite, helpful, sincere, professional.  Think “attitude adjustment.”

REMEMBER…


We need to work together as a team.  We all have the same customer

service objectives!


Create “cheat sheets” for everyone, for example: Who handles what?

What code handles what?

Look for ways to say “yes” instead of “no”; tell the customer what you can


do—not just what you can’t.  (This takes clear guidelines and the

authority to make and implement decisions as a first-line customer

contact.)

Throw in a smile; walk a mile in their shoes.

Stay focused on servicing customers through follow-up calls; share

information and experiences with others (energize); tell others

about your successes, your challenges, your frustrations, your good

laughs.

Follow through with whatever you have promised; make a note of these

promises and keep the note visible.  This “artificial memory” is a

great deal more reliable than the natural kind!

Follow through on a random basis to make sure customers have received

requested information.

