EYE OF THE CUSTOMER

Good customer service can make a real difference in your organization. Whe
vice, they do business with you more often and treat you with more respec
service helps you avoid problems and makes handling complaints easier. Stress is redu
tion improves.

Good customer service is more than just your treatment of customes

ustomers receive good ser-
ing the skills of customer
as your own job satisfac-

er service to be truly effec-
od service, it makes everyone’s

ertQ)it fréquently.
these skills are
Lesson 1: Making an Extra Effor

STOMER WITH A S
Why Importan ustomer Benefits

job more enjoyable.
More important, providing your customers with good service m C
become more efficient and pleasant. And good customer ser @

they benefit you in any job.

This Participant’s Checklist is yours. Keep it handy at your wetkplace so that you can
It summarizes the key skills of customer service. More,j ant, it will help you remember
important. . .especially from the customer’s point o

SKILL: G

What It Means

® Smile at your customers as y
them. A warm, friendly smi
mood for interaction bet

customer.
: COMMUNICATE GO N NGUAGE
What It Means _ : E portant/How Customer Benefits
* The way you stand, hold your-arms, ‘ ¢ Because body lénguage communicates as
gesture, or use expressions'communicate much 6r more than your words do, you can
as m more than do the actual word contradict your verbal message with your body
sa nt that your customers ré @ language. Open, positive body language helps

am e of courtesy and willingness to
G ts of your communicatig 0
er’s

keep communication clear and adds to the
customer’s feeling of value and importance.

ye contact connects with a e It makés-‘the customer feel valued and

es and facial expressions as we ith ~ important.
his or her eyes. It focuses a ion on the * It makes it easier for you to hear and to under-
customer without becomi stand the message.

THE CUSTOMER YOUR FULL ATTENTION

What It Means Why Important/How Customer Benefits
* You must sh utdwhatever distractions or ¢ Customers can sense when you are distracted
pressures you e facing to give each by other pressures or concerns. But when they
customer your fu ntion. You should be feel that you are giving them your full atten-
careful never to give customers the impression tion, they grow more confident. Your full atten-
that their presence is interrupting something tion puts customers in the spotlight and makes

more important. them feel special, unique, and important.




SKILL: ASK OPEN-ENDED QUESTIONS TO DETERMINE NEEDS

What It Means Why Important/How Customer Benefits
¢ In many selling or customer service situations, e QOpen-ended questions require that the cus-
close-ended questions (yes or no) should be tomer reveal more information concerning his
avoided because they don't draw out informa- or her specific negds. This enables a customer-
tion from the customer. Open-ended questions contact person tojpromptly identify and provide

require a more detailed response than a simple the appropri uce or service.

“yes” or “no’

SKILL: SHOW CUSTOMERS THAT YOU VALUE ESS

What It Means Why Im Customer Benefits
¢ Always.thank your customers by showing rs like to be valued and to that
appreciation for their business. Expressing Wlappteciate their business.

appreciation for your customers’ business lets
them know that you care.

Lesson 2: Valuing the Customer

SKILL: GR -@QUS ERS CORRECTLY

i A Custo enefits
nt conveys an atmosphere of

o . ml The customer senses-that both '
et -the -and thé 6rganization have an -/
i i ying his or her needs.

What It Means

¢ When you approach a customer or
face-to-face situation, you sho
e Offer & pleasant and-enthusi
Generally, “Hello” or “Ho

an appropriate greeting.

KILL: USE THE CUS ‘

What It Means ortant/How Customer Benefits
* When you kno e customer’s name, use it. ¢ Using the customers name personalizes the
. conversation and says that you value his or her
business.

SKILL: USE CO. SELLING TECHNIQUES

Why Important/How Customer Benefits

Guently customers have not fully ide d ¢ Not all customers are knowledgeable about, or
their needs. You must act as sultant’ even aware of, the products or services they
in this identification proces organi- need. Using consultative selling techniques
zation’s products and service open-ended assures them that you understand their needs
questions to determi Z point out - and have their best interests in mind.
how the product or benefit the
customer.



Lesson 3: Being Sensitive to the Customer’s Needs

SKILL: EVALUATE THE MESSAGE, NOT THE CUSTOMER

What It Means Why Important/How Customer Benefits
* You must be careful not to let your own biases ¢ When personal biases do not interfere with
—personal likes or dislikes—influence your your dealings with a customer, interaction is
judgment about the information the customer more productiie and needs are more easily
gives you.

SKILL: MAKE AN EXTRA EFFORT TO GIVE GOOD SERVICE

What It Means

* Always try to do something extra for the cus-
tomer. This is where your creativity can be
utilized. Sometimes, an extra-warm greeting or
special thank-you is appropriate.

Why Imp ustomer Benefits

SKILL: RESPECT YOUR4CUS AS A PERSON

\NY

What It Means S

¢ Acknowledge the customer’s feelings. ® ]t makes the cu
tant. It also sh,
or her needs.

hy Important/How Cust

valued and impor-
ol are sensitive to his

Lesson 4: Effective Telephon ures

REPARED FOR INCO

What It Means Wh

* Know your organi
Stay current wit

How Customer Benefits

products and services.
s or updated

prepared with the appropriate informa-
ion callers need demonstrates your efficiency

information. information readily avail- nd builds confidence in your organization.
able whe ers call. Having information readily available also shows
callers that you value their time.
* Beinggprepared also means keeping a pen an ¢ This saves callers from having to wait while
n andy at all times. you try to locate one or the other to take

notes.
SKILL: IDE (8} ELF AND YOUR ORGANIZATION
a ns Why Important/How Customer Benefits

* You should identify your your organiza- ¢ Identifying yourself and your organization re-
tion in a clear, distinct 4 assures callers that they have dialed correctly.
Your initial contact with callers tells them they
have reached a professional, competent
organization.

® In some cas ou identify your ¢ Identifying yourself and your department
departmen immediately confirms to the caller that he or
she has reached the correct individual or
department.




SKILL: SPEAK WITH ENTHUSIASM

What It Means Why Important/How Customer Benefits
* Your voice should be enthusiastic -and plea- ¢ Because callers can't see you, your voice alone
sant, yet businesslike, you should avoid artifi- must make them feel welcome. Callers will be
cial or a mechanical, overly formal tone of strongly affected Ay both what you say and
voice—sound natural and professional. how you say it. indifferent or artificial tone

of voice ca allers feel that their
business is not wan

. A warm, welcoming
tone ¢

levate the callers mood and make
the eatir sa€ffon more enjoyable and pro-
i of you. Your enthusiasm also

e caller’s confidence in yéur

SKILL: USE THE CALL

What It Means hy Important/How the Custo
* You should use the callers name frequently. ¢ By using the callers n manize what
People value their names, so you should liste
carefully for the correct pronunciation. If i 2 . You may deal
doubt, ask for clarification. You should beh 3 day. When you
sensitive to whether the caller prefers to : ow that your full
addressed formally (by last name) o this call"and on this caller’s

(by first name). In the absence of o
it's safer to use his or her last

What It Means

* Take notes of all pe

w Customer Benefits

Why
e caller gives i ccurate notes enables you to refer
b o them throughout or after the call.
Written records also prevent future confusion,

you.
isunderstandings, or costly errors.
SKILL: KEEP TELEPHO UMBERS ACCESSIBLE
What It Me Why Important/How Customer Benefits

i the names and phone
¢ organization’s personnel nez

r ¢ Keeping a list of names and phone numbers
éensures that you'll be able to transfer or refer
callers to appropriate individuals or

departments.
Keep a list of outside reso ated to your * Good services also means providing callers
pecific industry. with the names of individuals or service out-
side your organization if youre unable to fulfill
their needs.

: SHOW THAT YOU VALUE THE CUSTOMER

~-What It Means Why Important/How Customer Benefits

® Always thank customers for their business or ¢ It shows callers that you appreciate doing busi-
interest in your organization. ness with them.



SKILL: TRANSFER CALLS PROPERLY

What It Means Why Important/How Customer Benefits
® You should never transfer a call without being ¢ Callers resent being transferred to someone
sure that youre putting the caller in touch with who is no more qualified to help them than

information for your caller.

the right person. Part of your responsibility is the first person they reached.
finding out which co-worker has the necessary !

Lesson 5: Handling Complaints

SKILL: GIVE THE CALLER YOUR FULL ON
What It Means W 0 t/How Customer Benefit.

¢ You must shut out whatever pressures or dis- lers can sense when you are distract Y

tractions you may be facing to give each caller er pressures or concerns@But when they feel

your full attention. You should be careful never ur full attention, they g Vdent.

to give callers the impression that their call is Your full attention puts ca in spotlight

interrupting something more important. and makes them fee ique, and
important.

SKILL: RESP R CUSTOMER AS A PERS

Why Important/
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® Acknowledge the customer’s feelin

Customer Benefits

stomer feel valued and impor-
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SKILL: LISTEN CA e
What It Means tant/How Customer Benefits T

® Irate callers a lot of pent-up frustra- Your full attention makes callers feel important.

tion to get chests. Only if you hear One of the most tangible ways you can show
them through"patiently will they be able to ¢ callers that they have your full attention is by
down_and state théir problems in more reason- listening carefully. They want you to grasp the

- By listening carefully, you ca consequences of the bind theyre in. By listen-

ers are saying as well as ing, you show callers that you regard them as
reasonable people who are upset for a good
reason. Paying them this respect makes it
easier for them to give you the respect you
want. Listening is one of the best ways you

Q can both give and get respect.




[

SKILL: REPEAT THE PROBLEM IN THE CUSTOMER’S OWN WORDS

‘What It Means
e By repeating the problem back to the caller,
you providesvaluable feedback. By using words
as close to the caller's own as possibie, you
show that you truly grasp the problem and its
implications from the caller's point of view.

SKILL: ASK QUESTIO

What It Means

® Once you have heard the callers stated. prob-
lem or need, you should gently ask probing
questions to deepen your understanding. And
~ give the caller time to respond fully.. You
should avoid making assumptions or leaping t
conclusions prematurely.

~ What It Means

¢ When you promise action

agreements .is a form-of feedb
eating back the callers . -

Id repeat back any instru

6s you receive them during th

Then, before hanging-up, yougshit

any agreements regarding \
ction will be taken. Be s
what has been agreed

\ E SPECIFIC ACTION

Why Important/How Customer Benefits

¢ Callers, especially those with problems, need to
feel that you understand their situation. Repeat-
ing their problem back to them in their own
words confirms that you do. This puts them at
ease. In contrast(itate callers often remain
frustrated, ey, sive, when they get no
signals that the on the other end really
grasps their problem, what it means to them,

ow Customer Benefits

sking questions, you elicit additional infor-
on about the caller’s state oblemypor

need. This information ca r
more accurate and thor,

ing your own assup
in check can yo
ing is, in fact, ac

tomer Benefits
» problem.wants one thing from
TION: Realistically, though, many of
ack the authority to promise instant
s to all problems. By promising what
an, as specifically as possible, you build

N
Ahe caller’s confidence in you.
SKILL: CONFIRM AGRE ND THEN FOLLOW UP '

hy lmpbrtant/ How Customer Benefits

o If callers were face to face with you, théy would
have a host of visual cues to help them know if
you understarid them—and if youll follow
through with the action they expect. Over the
phone, though, these signals are absent. This is
why callers rely on you to give regular feed-
back during the call—and it puts them at ease
when you confirm all instructions and
agreements, especially at the end of the call.
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