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Handout 4
Delivering good customer service
Customer service is the act of taking care of the customer's needs by providing and delivering professional, helpful, high quality service and assistance before, during, and after the customer's requirements are met.
Customer service is meeting the needs and desires of any customer. Remember the four P’s.
· Promptness: Delays and cancellations cause frustration.
 
· Politeness: Saying 'hello,' 'good afternoon,' and 'thank you very much' are all part of good customer service. For any businesses, using good manners is appropriate whether the customer is happy or not. 

· Professionalism: All customers should be treated professionally, which means the use of competence and skill. Professionalism shows the customer they're cared for. 

· Personalisation: Using the customer's name is very effective in producing loyalty. Customers like the idea that whoever they do business with knows them on a personal level. 
Hint and tips to good customer service
· Use the customer’s name from the beginning.
· Restate the customers opening statement to ensure you (and they) are on the right track.
· Notice your minds natural desire to wander and bring it back to what’s happening in the moment.
· Paraphrase to check your understanding and show you’re listening to them.
· Be aware of any assumptions you might be making.
· Acknowledge how the customer may be feeling.
· Use silence and questions effectively.
· Use body language to build rapport, such as nodding your head, using eye contact, and using verbal cues such as ‘Mmm’ and ‘Yes, I see’.
· Apologise is there’s a genuine error to keep the conversation moving forward.
· Use co-operative language rather than confrontational language.
· Find appropriate agreement points.
· Be assertive – use firm but polite verbal and non-verbal communication to make it clear what you mean.
· [bookmark: _GoBack]Agree limits, so that they know what you can and can’t do, or what behaviour you will and will not accept.
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