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	CUSTOMER SERVICE TIPS FOR TAKING CARE OF OUR CUSTOMERS
	AUGUST 2004 



Three ways to achieve Customer Satisfaction.

#1 Acknowledge 

It only takes eleven seconds for a customer to form their first impression of their customer service representative. It is very important to acknowledge your customers.  Greet them with a smile.  Webster’s definition of a smile:  To be astonished; to have or take on a facial expression, showing pleasure, amusement, affection, and friendliness, etc.  A smile is one way to show our customer’s that we are willing to help them without ever saying a word.  Proper titles should be used when addressing all military and civilian customers and co-workers.  Professionalism should be shown at all times.     

                     #2 Listen 

It’s important you use good listening skills to help you to completely understand the customer’s situation.  Listen with your eyes, ears and heart.  Take good notes.  Repeat and ask questions.  Empathize with individuals.  Do not interrupt.  Offer solutions.

#3 Implement/Follow up

Review next steps stating specific time expectations.  Achieve customer acceptance and follow up as promised!  Providing feedback is very important if you want to satisfy your customers.
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The two-day Customer Service Liaison  (CSL) Workshop will be held on August 30-31, 2004 in Norfolk, Virginia.   Those individuals who were selected to represent their detachment will now have the opportunity to become more involved in building an outstanding customer service system that is built on sound customer service principles.  Detachment personnel are encouraged to share their ideas for providing Outstanding Customer Service with their CSL to be shared at the workshop.  
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LCDR Vernazza and her staff at PSD Oceana and CSD Dam Neck have implemented the Customer Service Representative of the Month Program.  Her CSL’s communicate daily on customer service issues and encourage personnel to strive for excellence.  A display board to show pictures of the monthly winners will be posted in their lobby in the near future.  The personnel attached to PSD Oceana and CSD Dam Neck are totally committed to the Customer Service Program and it’s future.  


Consider your customers, both external and internal.  Take a moment and think about what you can do to improve your individual customer service skills.

External Customers

How would you describe your external customers?

What do they expect from you?

What have been some of their recent complaints?

When customers come to you with complaints, are you able to work with them so that they leave feeling good about your detachment?

What could you do differently to help complaining customers feel good about your detachment?

Internal Customers

List the departments or groups that receive your work output (internal customers).

What do they expect from you?

What have been some of their recent complaints?

What was your attitude toward the complaints (negative, viewed as opportunity to improve, neutral, etc.)?

Were the complaints resolved so that both the internal customer and your detachment won?

What would you do differently to improve internal customer relations? 
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How to achieve customer satisfaction.


Customer Service Liaison Workshop.


Detachment in the Spotlight.


Take a Moment
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