52 Tips for Customer Service Excellence

-One Tip for every week of the year
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Useful Quotations
Quality in a product or service is not what the supplier puts in. It is what the customer gets out and is
willing to pay for. Peter Drucker

Excellence in customer service is not a destination, it's a journey, a rite of passage during which the
scenery changes. Anon

© 2009.Executive Solutions (Training) Ltd. Registered in England and Wales (no. 6219890)

ISBN: 978-0-9556623-2-4

May 2009

Pageo



52 Tips for Customer Service Excellence

-One Tip for every week of the year

Introduction

Excellence in customer service is no longer the privilege of a few, but the expectation of many. As

part of the process of improving customer care, businesses need to learn from and share 'worst

practice', not just best practice.

There is always room for improvement, so let continuous improvement be the Everest you seek.

Here are 52 tips to help you along the journey to Excellence in Customer Service —one tip for

every week of the year.

1.

10.

11.

12.

Recognise and remember -People remain the centre of customer service.

Identify customer needs and expectations -respond to them.

Handle difficult situations swiftly, thoughtfully and firmly —avoid escalation.

Be quick to admit when wrong —customers prefer honesty when mistakes are made.

Engage with people in a friendly and professional way.

Focus on delivering best customer service -based on getting it right first time.

Provide accurate and timely feedback to customers (internal and external).

Be prepared for and respond to changing needs of customers .

Develop customer service policy that gives life to your Customer Service Charter.

When dealing with customers, the mantra is Courteous Action Required Everytime.
Show CARE!

Empower customer facing staff, it's impressive and saves money.

When you train staff and they feel empowered, they can exceed expectations in
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13.

14.

15.

16.

17.

18.

19.

20.

21.

When responding to customers’ needs and expectations, it's not just what you do

that counts, the way in which you do it is also important.

In communicating with customers, it's not just what you say that’s important, the way

how you say it influences customer client relationships.

Remember how you say what you say affects the customer/ client relationship with

your organisation. This can be either positive or negative.

Review customer service practices. Test them for the six Cs of excellence in
customer service —Commitment, Credibility, Capability, Continuity, Consistency and

Creativity.

Clever organisations use customers’ complaints and other feedback as opportunities

to improve their service.

Do not treat your customers as minor irritants at best or, at worst, necessary evils of

doing business.

Through listening actively and asking appropriate questions, you will reduce
misunderstandings with customers. You are then more likely to meet or even exceed

customers’ expectations and provide excellent service.

When customers are trying to reach you or your customer service teams, do
employees use irritating phrases such as, ms include: ‘no problem’, ‘your call is

important to us’? If yes, retrain staff to remove them immediately from your script.

Learn from others and share ‘worst practice’ . There is always room for
improvement, so use ‘worst practice’ to find ways of improving performance in

delivering excellence in customer service.
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22.

23.

24,

25.

26.

27.

28.

29.

Establish a culture for customer service that dictates operational requirements for

delivering on customer excellence. Not the other way around.

Consider the perspectives of customers when making decisions. You are in business

to meet the needs of your customers, not your own interests only.

Aim for zero complaints from customers. But, when complaints are made ensure you

listen carefully and find a way to resolve the matter.

Acknowledge compliments from customers. These are rarely given, unless the

service is exceptional.

When you can, use feedback from existing customers to let potential customers know

what they are missing by not doing business with you.

Learn from any mistakes made in dealing with customers and promise to do better

next time. Ensure you keep your promise.
Identify YOUR internal customers. Review list every month and updated, as required.

Understand the needs of your customers. This will ensure you can better serve their
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needs.

How to improve/promote excellence in internal customer care

30.

31.

Treat colleagues as valuable customers who contribute to the success of your

business/organisation.

Avoid paying just lip service to the concept of internal customer care, show you

mean it.
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32. Review management systems regularly, and when appropriate replace them, if they

are so controlling and centralised that they prevent staff from being effective.

33. Support strategies and actions in your business that will make staff feel empowered.

34. Ensure staff have the relevant skills, techniques and tools to do their job.

(CusTOMER
SERVICE

35. Do not encourage a ‘blame’ culture in your organisation, as this stifles creativity and

innovation and limits progress.

36. Competition in the workplace is healthy. However, avoid promoting an environment
in which competition between teams, divisions or units is so intense, that losers

become victims and feel demoralised.

37. Recognise and reward staff for exceptional service. A simple ‘Thank you’ or ‘Well

done’ can be an enormous boost to morale.

Continuous Improvement to excellence in Customer Service
38. Take an approach of continuous improvement on the journey to Customer Service

Excellence in your business.

39. Apply the golden rule of improving customer service through: i) Planning, ii) Doing, iii)

Checking and iv) Taking Action.

40. Excellence in customer service is not a destination, it's a journey, a rite of passage
during which the scenery changes. So, use Best Practice to set minimum standards

for delivering on excellence in customer service.

41. Establish a culture for customer care and service. In your business, let operations be
driven by a desire to solve customers' problems and deliver excellent customer

service.

Page4



42.

43.

44,

45,

46.

47,

48.

49,

50.

51.

52.

Take action now to improve the customer experience!

Consider the views of customers, place yourself in their shoes and think how the
quality of service you provide make customers feel about your service. Is it great?

Are they warmed by the experience? Are they happy to refer your services to others.

Effective Customer Relationship Management (CRM) lets businesses acquire,

nurture and reinforce relationships with qualified customers.

If your business provides excellent Customer Service, you will improve the lifetime

value of the customer and increase profitability for your business.

Businesses need to be innovative in how they reward loyal customers and provide

incentives to attract new customers.

Remember, customer service that exceeds customer expectations cannot be

delivered by sales and marketing teams that feel bruised and are demoralised.

Treat everyone as a valued customer (internal and external). It pays dividends with

motivated staff and loyal customers. Loyal customers provide referrals.

Offer post-sale support to customers, e.g., free advice, instead of selling another

solution immediately.

Be flexible. Make it easier for clients to do business with you. Go to them, rather than

having them come to you.

Invest in staff training, especially in improving customer service and innovative

approaches to winning new clients.

Keep your promise to deliver excellent customer service. Remember, do what you

say you are going to do and when you say you are going to do it.

Businesses offering creative and flexible solutions and responding quickly to

opportunities will survive and prosper, even in difficult economic circumstances.
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Test your customer service knowledge

Here are eight teasers from our customer service crossword to test your customer service

knowledge. The number of letters in the correct responses is given in brackets.

a) Do this using both your eyes and mouth (5 letters).

b) Type of contact that is essential in face-to-face communication (3 letters).
c) Type of customer outside an organisation (8 letters).

d) Awvoid using this when speaking with customers (6 letters).

e) Customers prefer (9 letters) when mistakes are made.

f)  Use this to be tactful with customers (9 letters).

g) Can be used to calm an angry customer (4 letters).

h) To be ahead of your competitors, you need to match organisation values with
customers' (12 letters).

Interested in knowing the correct answers , email: biz@executive-solutions.co.uk

Some facts and figures about customer care* -Did you know?

™

™

™

™

™

™

™

* Trainers Library. 2009

When visiting a retail outlet, shoppers decide in the first 8 seconds whether they are
comfortable and therefore likely to buy.

Dissatisfied customers tell 20-30 people about their bad experience.

Satisfied customers tell no one about their experience — they don't notice the level of
service provided.

Delighted customers will tell 7-10 other people, so word of mouth attracts more
customers.

Employee satisfaction equates to customer satisfaction.

How well one part of an organisation serves another part can have an impact (positive or
negative) on the organisation’s bottom line and profitability.

Exemplary external customer service derives from the inside (internal customer service).
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About the author — Veronica Broomes

Veronica is Training Director at Executive
Solutions (Training) Ltd and she delivers a
range of personal development, management
and leadership skills to executive and non-
executive staff in small businesses and large
organisations. In 2004, Veronica committed to
full-time learning and development as a
second career following 13 years in research,
10 years as a part-time lecturer, and 7 years
as a freelance consultant on all stages of
project management and evaluation

Having worked with individual small business
clients and in delivering training to small
businesses on behalf of FUTURES, Orpington
College, Park Royal Workforce/Partnership,
Business Link Woking —Enterprise Gateway
and, more recently, East London Business
Place, Veronica is knowledgeable of the
needs of and challenges faced by small
businesses in London.

Customer Service training has been delivered
to staff in small businesses from sectors as
diverse as fashion design and building supply
retailers, catering, printing, construction,
cleaning and security.

Veronica has formal qualifications in Training
Delivery Skills (ABC certified, Training
Foundation), member of the International
Association of Facilitators, Affiliate member of
the Chartered Institute of Personnel and
Development and a Volunteer Ambassador for
the London Borough of Lewisham.

ABOUT EXECUTIVE SOLUTIONS (TRAINING) LTD
Executive Solutions (Training) Ltd (ESTL)
provides a range of interactive and
customised training in personal development
and leadership to promote effective
communication, improve customer experience
and increase success in business. The
company is a UK registered learning provider
and its Training Director and network of
Trainers have extensive experience of
working with and managing small businesses
across a broad range of sectors. Training is
designed to meet a broad spectrum of
communication needs and is suitable for

Client testimonials

Course showed the importance of good customer
services and tips were given to provide an excellent
customer service. Course was really useful and it
gave me a strong opportunity to think about my
organisation and analysis the good and bad points
for customer service. Big thanks. Louisa, Sales
Administrator, Duck and Cover

Learning how to deal with difficult situations and
learning to listen were most useful. The course was
very informative and it will be extremely useful to
the department. Thank you! Marcia, Customer
Service Team Leader, Duck and Cover

| like the course, it was very helpful. Most useful
were examples of and advice on different
procedures to handle difficult client situations.
Virginia, Customer Service employee, Bleep plc

Being given an approach to coaching (GROW) that
fits quite well with my ideas of coaching and how I'd
like to practise it was most useful. Supervisor,
Express Finance

| thought today was very useful and followed
through on key areas of customer service. | now
understand the customers. | learnt a great deal
which | really appreciated because | didn’'t have
any expectations before coming to the course.
Shaeeda Facy, Park Royal Partnership delegate

| found out more about customer service and
customers. | am satisfied with this course. It was
helpful for me. | have never attended such course
about customer service before. So, I'm glad with it.
Wioleta Hoznik, Park Royal Partnership delegate

businesses at various stages of growth and
can be delivered to individuals or groups.

Training topics include motivating teams,
interview skills, presentation skills, business
pitches, customer service for new and existing
clients, public speaking, team bonding and
building, time management, running
successful meetings, finance and accounts for
non-financial managers, speed reading and
accelerated learning. Interactive training
sessions and integrated approaches are used
to cater for various learning styles.
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Interactive approaches to training and tailored
approach to design of needs driven training
enables participants to attend training courses
or be coached in the most appropriate and
convenient way to meet the needs of their
business. One key benefit of using a

customised approach as offered by ESTL is
that participants receiving training leave with a
range of techniques, tips and strategies that
they can apply confidently in a range of
situations in the workplace.

Personal Development, Management and Leadership Skills Training

9 Understanding and Managing Change in

9 Accelerated earning & Speed Reading

the workplace

9 CV preparation and Interview Skills
9 Time Management for improved
effectiveness 9 Everyone’s a Customer
9 Chairing meetings for successful 9 Team building and bonding for
outcomes organisation success
9 Communicating financial information to 9 Assertiveness for personal and business
non-financial managers and directors success
9 Understanding Finance, Accounts and 9 Reducing team conflict and boosting
Budgets —for Business Owners & confidence
Managers
Presentation Skills and Public Speaking
9 Confident Communication and
Professional Image Coaching: i) Small Businesses, ii)
Corporate Executives
9 Facilitating workshops, seminars,
stakeholder consultations 9 You ask -We design and deliver!

Delivery of Training services

Courses customised to meet needs of individuals and organisations. All courses/workshops can be
delivered inhouse at client’s site or agreed third party venues. Flexibility in choice of venue ensures
training delivered in most appropriate and convenient way —interactive, practical one-to-one, groups.

Post-training Support
Training backed by resource manuals. Delegates can receive email, online, telephone support.

Learning resources customised and licensed for internal use by clients.

Small Business and Corporate Executive Coaching

Interested in coaching, either as a Small Business Owner or Corporate Executive, then contact us to
discuss how we can support you in achieving your goals. Coaching areas include expanding
customer base and increasing profitability in the case of small businesses or managing career
progression, harnessing talent or raising profile in a corporate environment.

Coaching available as inhouse face-to-face (group and individuals) and telephone or combined.
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