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	CUSTOMER SERVICE   TIPS FOR TAKING CARE OF OUR CUSTOMERS
	February, 2004



Six Steps to Pleasing Difficult, Demanding Customers:

1. Let them know you’re there to help.  When customers are on a rampage, it’s difficult to get a word in edgewise.  But when you do get the chance to say something, tell them you want to solve their problem.  You might say:  Please let me fix this for  you.”
2. Ask for details.  After you’ve reassured the customer, ask detailed questions designed to give you enough information to start solving the problem.  You might say:  “ What is the nature of your complaint?”

3. Paraphrase what they tell you.  When they’re upset, customers sometimes seem to explain things in circles, never getting to the real issue.  Before you work on a solution, repeat the problem to them in your own words to be sure you understand their complaint.  Be careful not to cut customers off as they speak; that often upsets them more.  You might say:  Before I take care of this for you, I want to make sure I have all the facts.”
4.  Tell them how much you value them.  When customers have problems, they  feel unappreciated.  Before you resolve the situation, assure them that you care about their problem.  You might say:  I know that you’re about to transfer, so I want to correct this for you quickly.  Have empathy for your customer; regardless of who created the problem.
5. Tell them how you’re going to solve the problem.  This is the moment your customer has been waiting for; you’re going to fix things, make them right.  But guess what?  Irate customers won’t believe that you’re going to solve the problem unless you tell them how you’re going to do it.  You might say:  “Here’s what I will do for you…….Be clear and concise.  Do not make false promises.

6.  Follow up.  Now that you’ve gained the trust of your customer, keep your word.  Take the necessary steps to ensure that the customer’s concern is resolved.  Contact the customer.  You might say:  The document has been corrected.  I’ll monitor the system and notify you when your payment is posted.
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Empathize

Listen without interrupting

Ask questions and take notes

Offer solutions with customers input

Act On It

Follow Up
Avoid Using Weak Wimpy Words 
(or Why You Might Want To Think About Not Using These Type Of Words) 

Pop quiz time: Which of these two statements do you find to be more effective? 

"I think you might like this new service we offer." 
Or 
"You're really going to like this new service we offer." 

WHAT'S IN A WORD? 
The difference in wording is fairly subtle but the influence communicated to your customer can be profound. 

Reread both sentences. The first one contains a weak, wimpy word. In this case, it's the word "think". Naturally, there are times to use the word "think" as in when you're really thinking about something. But in the example above, it makes the speaker appear unsure or insecure with what they're saying. Some people inadvertently use weak, wimpy words because they think it sounds less combative while in reality, it sounds indifferent and ineffective. 

Notice how the second example sentence above is confident and strong? That's a statement from someone who believes in what he/she is saying! 

Weak, wimpy words make you appear less confident about the message you're trying to get across to coworkers or customers. While they may seem harmless on their own, weak, wimpy words will subtly undermine the effectiveness of your communication. 

IT STARTS OUT NATURALLY 
Don't feel bad. Weak, wimpy words gained a foothold into our personal vocabulary long ago before we even knew we were using them. But once you start to pay attention to weak, wimpy words you'll begin to catch yourself using them and more importantly, begin to construct more confident sentences. You'll also begin to notice how often others use them. 

EXAMPLES OF WEAK, WIMPY WORDS 
- Just, as in "I was just calling to tell you about the new Human Resources Program we're offering." 

Replace it with, "I'm calling to tell you about the new Human Resources program we're offering!" 

- Think as in "I think this sentence will be much stronger without those first two words." 

Replace it with, "This sentence is much stronger without those first two words!" 

- Wondering and might, as in "I was wondering if you might want to come in today and discuss your overseas transfer." 

Replace it with, "Would you like to come over today at noon to discuss your overseas transfer?" 

You can probably think of many more examples such as possibly or maybe. The definition of a weak, wimpy word is any modifying word or phrase that a) makes you sound less confident and b) can easily be removed and make your original sentence stronger. 

WE ARE THE EXPERTS.  BE CONFIDENT! 
We provide a service, it's important that we express ourselves in a confident manner. 

Be confident in your in knowledge, skills and abilities.  Customers want to be assisted by people who believe in what they do and exude confidence and strength. As consumers, we all want to feel like we've made the right decision. 

In closing, you just might want to possibly think about maybe not using weak wimpy words in the future. 

Put another way, removing weak, wimpy words from your vocabulary will help you communicate with greater confidence! 


Stress Management Tips
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Stress-Management suggestions such as taking a warm bath, going for a walk, counting to 10, watering the plants or mediating for 10 minutes may work well at home, but they aren’t suitable for a work environment.  Here are three suggestions for customer service providers to reduce stress on the job:

· Know your options.  Stress comes from feeling that you don’t have control.  To counter this, know your options for every situation that may occur.  Do you have the authority to correct a document done in error?  Can you refer the customer to the appropriate department that can offer solutions?  Once you figure out your options, you will have more control and less stress.

· Don’t take it personally.  If someone has a problem, don’t make it your personal problem.  If a customer is angry or becomes verbally abusive, remember that this person’s emotions are directed at the problem you are associated with, not with you.  When the person leaves, dust yourself off and realize that it wasn’t about you.

· Network.  Work with others around you, and seek support.  The best way to increase control over what happens around you is to make sure you have your backup team behind you.  If you have a good rapport with your co-workers, you have extra resources that can help you reduce stressful situations.
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