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b deesnrt take money to get
gooufcustomers; it takest

WEETEXCIted — The first professional to motivate: is
- You!
ZrHirermotivated people — “hire smart or manage
tough”
® Indoctrinate new staff into the customer service culture
during orientation.

3. Measure — Measurements motivate in different ways.
Competitive; compete with self; non-competitive;

4. Institute profit sharing - What gets rewarded gets
repeated.

Jien Commandments 6ft
at Customer Service!

oy Whoiisibess:  VI.  Appreciate the
BENalgpod listener power: of YES
Identify and VII." Know: how to

anticipate needs apologize

| - Make customers feel VIII. Give more than
important and expected (lagniappe)

appreciated IX. Get regular

Help customers feedback
understand your X. Treat employees
system well

= ihey’re empowered

A good job doesn’t cut it anymore.
The prize goes to the trail blazers.

SViien delivered, you experience less

= Siress, less hassle and grief from the
customer.

—You can also save huge amounts of
time.

e

ontact: The Source of
stemer Loyalty

PR IEtomer Satisfaction is Worthless;
Eiisiomer Loyalty is Priceless”

PESIsays Jefifery Gitomer — paradigm; shift
==a\lay be the first step, but the next step is

& to shift the focus from loyal customers to

loyal employees.

® The foundation for a loyal relationship
begins with the employee.




e source for many dissatisfied
custemers begins with this first contact.

—

)eakesiowly’ in a low, resonant tone
IiaLIs frustrating, isn't it?” “I’d probably
Perupset ifi that happened to me”.

Calming language — “OK, let’s start at the
beginning’.

si|fiyou can keep it together throughout the
rant, you'll see a turn around from before
to after.

-

Egitimate service complaint

siEScott Fitzgerald: “It’'s not a slam at you
when people are rude, it's a slam at the
people they’'ve met before”.

e \What makes you angry as a customer?

- e

[iglit-Calm the customer, resolve situation
Hear the customer out — Let ‘em vent!
s'Empathize — “I understand how you feel”.
® Apologize — “I'm sorry this happened”.
® Troubleshoot — How can we solve this?

-

e Customers

BADIIECT andi assentive — not combative

CareVeny muchiabout your problem, but
WHERN/eUISpeak to me this way, | find it difficult
Jocus on a solution.”
IFtnderstand this is difficult for you. Let’s see
what we can do to fix the problem.”




-

yourerganization or another employee

Sincere apology {ry this: “Oh, I'm so sorry. If I could do
s Thank customer for pointing out the - that for you, | would. Let me tell you
preblem. what | can do”.

T - e

clephone Greetings that

e,

G for- SSSEE5356685.

plRISACIERLE PY0fils
wlplamisrarerlike: medicine'— nobody: likes

—

¢
QO

L)

{ ,ésantry, Brevity, Sincerity

PosIlVE body language to attain the right
lemotional state
Edge ofi chair, shoulders back, deep breathe, - . -
Smile, 2 rings, answer People complain to front liners about 45% of the
time for service related issues. They complain
tormanagement about 5%, and 50% just go
away!
Complaining to people who act like they don’t
care ensiires clistomer defaction

* No scripts — insincere, and irritating

* “Westminster Community Services and
Recreation Department, this is Greg, how can |
help you?” or, “Good Morning, this is Greg!”

Circle of Service,

Why, keepl clistomers satisfied?

themrniight, they’ll'come back
alse they like you;

Atlanta complaint monitoring company) el
& SCompanies can boost profits 100% by & =ithey spend more money you want to

retaining 5% more of their customers UELhen better;
(Reithheld and Sasser)  [fiyou treat them better, they keep

coming back.




o

'nowledgeable help
Prompt, willing attention
® Good treatment

.

PADENINTLO Others
Whhhhhhhhhh!
Ski@uestions
Invelve them in the solution
s Personalize, if possible
® Thank them by name

o gi—

ligh increasedalitemation; to reduce
geigiepencisicge WECOIME
emotional value

BERIATOI EXCLISES to) chat with customers;
CUISTOMEYXS crave human attention.

orrester Research found 71% of on-line
Uyers reguested customer service by e-
mail compared to 11% through web page
FAQ's.
® Product-centric to customer-centric —
Software needs to be capable of easy
store/retrieve of customer history

SRl GErEN e or treat them' indifierently,

ENGEVALee itte-about-yeurclasses; programs-or
ofefelgizziiolg)

BNVIEke excuses not to help
Sieat them like numbers

SHAre cold;, rude, unfriendly, impatient or generally
unpleasant

® Talk down or make them feel ignorant or slow.

* Make promises that aren’t fulfilled

— Friend or Foe?#

ditional’ custemer contact — inrperson
gnaiphone
PBased — website, e-mail, chat, blogs

§list be able to communicate using
ustemer's channel of choice

fEremi costly phone calls to web-based
communications for basic information

Empower customers to find answers
conveniently
All staff: need access to customer info

REVEr ending, unremitting,
j3ersevering, compassionate type
of activity”

Leon Gorman, President of L.L.
Bean




POIEanizations that take
STOMIETSEVICESEroUSIY,
diapproach it with passion.
g zeal, are the

______rganizations that will
E=presper and continue to stand
out among their competitors.




