Ongoing Customer Service Monthly Strategy Tips

Customers care can make you or break you

| learned with my first company customers may not always be right but you better
treat them as such. Remember without the customer there are no employees,
there is no business and there is no money. Having a comprehensive plan and
policy is critical. Every month we will build pieces to your customer service plan.
I’'m not suggesting you build it monthly prepare it and just check the points and
information to cover all the basis. If you want a more concrete plan, join one of
our groups.

Five Key Customer Service Musts

1. Respect. Respect the fact that customers actually pay our salaries and make
our profits for us. Make them feel important and appreciated and treat them as
individuals, not just purchasers. Remain polite, even if they are asking irritating
guestions, and thank them every time you get the chance. When something goes
wrong, know how to apologize. It’s easy, and customers like it. The customer may
not always be right, but the customer must always win. Make it easy for
customers to complain, and take their complaints to heart. It’s an opportunity to
improve your service and product while keeping your business solid. Remember
respect is especially important today. Let’'s remember to show our utmost
gratitude and thanks to all veterans and active military personnel throughout the
day and in any way you can.

2. Understanding. Understand, identify, and anticipate needs. Customers don’t
really buy products or services; they buy solutions to problems. The better we
solve those problems, the more appreciative they are, and the better their
experiences in dealing with your business. The better you know your customers,
the better you can anticipate their needs. Communicate regularly: Engage in
conversations and exchange ideas and you will become keenly aware of their
wants and needs—and therefore better able to satisfy them.



Sometimes we feel so busy and stressed over our schedule, issues that arise that
we don’t take the time to really understand our customers. Often we expect them
to be the ones who underrated pour difficulties when they probably have no idea.
We need to take time to focus on understanding the needs of those we serve
more so than we ever have.

We have to ask great questions. | find over and over that customer service teams
seem afraid to ask their customers questions. To be honest, | hope it’'s more fear
on their part, but my sneaky suspicion is that they just don’t know what to ask or
how to ask it. | hope you are reading this customer service managers. Spend time
helping your staff understand what to ask, why they need to ask it and how it will
make the sales process so much simpler.

3. Listening. Keep your ears—and eyes—open. Hear what the market is saying,
open dialogues, and be a good listener. Identify customer needs by asking
questions and concentrating on what the customer is really saying. Effectively
listening to the customer and giving him or her your undivided attention, even in
an online environment, are particularly important.

Encourage and welcome feedback and suggestions from your customers about
your service and your product. Provide methods that allow them to offer
constructive criticism, comments, and suggestions.

Are you a good listener? Ask those you work with for some honest feedback and
be ready to hear the truth. | like to think | am, but | find myself ready to respond
at a moment’s notice even before the person I’'m talking to is finished with their
thought. Just ask my wife!

4. Responding. Now you have to respond positively. This is not to say that you
have to change your entire business model or product line to suit the demands of
various customers. Seek ways to help your customers and give them what they
are looking for without compromising your company or products.

In most cases, requests will be fairly straightforward and achievable. Even if they
are unreasonable or appear impossible to fulfill, offer to look into the matter and
promise to come back with an answer within a specified time. Look for ways to
make it easy to do business with you. Moreover, always do what you promise.

Responding positively doesn’t mean giving in. A bill credit isn’t always the answer.
Opening that assortment of problems can create a long-term problem. Respond in



a way that solves the problem, keeps your customer happy and keeps things fair
for all your other customers.

5. Serving. Essentially this means fulfilling your promises.

Help customers understand your systems. Your organization may have the world’s
best systrm but if your customers aren’t aware does’nt mean much.

Give more than expected. Since the future of all companies lies in keeping
customers happy, think of terms for getting things done, but if customers don’t
understand them, they can get confused, impatient, and angry. Take time to
explain how your systems work and how they simplify transactions. ways to
elevate your company above the competition. Consider how to give customers
what they cannot get elsewhere. Offer them something that is much
unexpected—give them the “wow” factor. In addition, thank people for giving
your company their valuable time, even when they don’t buy.
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