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.. Outline

What Is customer service?

Importance of providing excellent
customer service

Components of a customer service
plan

Methods to provide excellent
customer service
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_ Customer Service is...

An organization’s ability to meet the

needs and desires of customers

Excellent customer service IS...
the ability of an organization to

consistently exceed the expectations of

Its customers
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vy Customer Service

IS... IS not...
Attention Neglect
Courteous words Sharp replies
Smiles Bored looks
Enthusiasm Dullness
Response Indifference
Warmth Coldness
Understanding Closed mind
Patience Irritation
Remembering Forgetting details
details
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o' Importance of Excellent
' Customer Service

The Bottomline...

A satisfied customer will tell 4 to 5 others
about their experience

An unsatisfied customer will tell 7 to 13
others about their experience

It costs three to five times more to replace
than to keep a customer

Wreden, Nick. How to Recover Lost Customers. Available online
< > April 14, 2005.
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http://www.smartbiz.com/article/articleview/112/1/7/

. Customer Service Plan

Customer needs, wants and
expectations

Customer service goals and
objectives

Customer service policies
Employee training
Customer service evaluation
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; Customer Needs, Wants &
Expectatlons
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What do your customers need, want
& expect?

Full service vs. Self service

Person answering phone vs. Recording
E-mail/Web site availability

Restroom access

Place to wait/sit

Refreshments
777
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; Customer Needs, Wants &
Expectatlons
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How can you exceed these needs,
wants & expectations while meeting
the goals and objectives of your
enterprise?
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s Excellence in Customer Service

Be well-groomed and dressed consistently
with desired image of the enterprise

Immediately welcome customers with a
friendly greeting

Smile and use positive body language
Display a positive attitude -

Be courteous and polite r
Keep facilities clean ‘
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vy Excellence in Customer Service
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Listen to customers

Use the name of the customer

Maintain eye contact

Treat each customer as a special guest
Promise only what you can deliver
Anticipate customer needs and try to meet
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" Excellence in Customer Service

Be knowledgeable about your
products and services

Get to know customers

Thank customers for their
business

Invite customers to come
again
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&\ Employee Training/
7 Relationships
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Communicate goals, objectives,
expectations and policies to employees

Train employees how to answer phones
and answer typical questions

Empower employees to responsibly
manage customer problems

Treat employees with care and respect
(employees are internal customers)

Recognize and praise employees
Immediately
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47 Evaluating Customer Service

Create method for employees to
communicate problems or suggestions

Observe employee performance
Ask customers for feedback
Review customer comments and complaints
Monitor sales

Evaluate wait times

Hire a secret shopper to report
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27 Summary

What Is customer service?

Importance of providing excellent
customer service

Components of a customer service
plan

Methods to provide excellent
customer service
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NG
;c-, Contacting the Center
Center for Profitable
Agriculture

P. O. Box 1819
Spring Hill, TN 37174
(931)486-2777
cpa@utk.edu
http://cpa.utk.edu
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