GOLDEN RULES TO GREAT

CUSTOMER SERVICE
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WHY DID THE CUSTOMER CROSS THE ROAD?
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Why Customers Quit Shopping Your
Store
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FIRST GOLDEN RULE

A CUSTOMER IN NEED
IS A CUSTOMER INDEED






SECOND GOLDEN RULE

HIRE PEOPLE WITH

GOOD CUSTOMER
SERVICE SKILLS
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THIRD GOLDEN RULE

TRAIN YOUR
EMPLOYEES ON STORE
POLICIES









FOURTH GOLDEN RULE

CROSS TRAIN YOUR
EMPLOYEES



Provide opportunities for employees
to learn.

The kind of employees you want are the
kind who want to learn. Good workers
improve their skills in many areas of work
and life. They can either do it on their own,
and be more inclined to go elsewhere for
continued challenge and learning, or they
can learn under your auspices, and
develop close ties to your organization
while they do.






FIFTH GOLDEN RULE

TRAIN YOUR
EMPLOYEES HOW TO
BUILD RAPPORT WITH

THE CUSTOMER



Teach your employees how to create
excellent customer service through
human interaction

All customers are greeted politely and
courteously.

Create an atmosphere of friendliness
throughout each customer interaction.

Professionalism is displayed through word
and deeds.

Show empathy and understanding for a
customer with a problem

All customers are treated fairly in every
interaction with the store

Conduct yourself with tact



SIXTH GOLDEN RULE

KNOW YOUR CUSTOMERS
NAMES AND USE THEM












SEVENTH GOLDEN RULE

TRAIN YOUR
EMPLOYEES HOW TO
ASK OPEN ENDED
QUESTIONS



Open-ended questions are questions
that encourage people to talk about
whatever is important to them. They help
to establish rapport, gather
information, and increase
understanding. They are the opposite of
closed-ended
questions that typically require a simple
brief response such “yes” or “no.”












EIGHTH GOLDEN RULE

INSTILL A SENSE OF
URGENCY IN HELPING
CUSTOMERS
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ON FIVE PRINCIPLES OF A

« OWNERSHIP

 MOTIVATION

Customers don’t expect you to be perfect. They do expect
you to fix things when they go wrong




NINTH GOLDEN RULE

TRAIN YOUR
EMPLOYEES HOW TO
HANDLE ANGRY
CUSTOMERS



NEVER ARGUE WITH A

CUSTOMER.




LISTEIN!

CLOSE YOUR MOUIH
AND) LISTEN!!

WIRIEN THAT DOESIN T
WORK







Saying I'm
sorry will
often times

reduce anger.

Apologies
even If it was

not your fault.
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TENTH GOLDEN RULE

DON'T LET AN ANGRY
CUSTOMER LEAVE
YOUR STORE



10 WAYS TO BUILD
CUSTOMER LOYALTY

Take ownership of your customer’s problem.
Even if you are not the cause of it.
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As
you have, “If this were me, what would | want?”
Thank your customers and co-workers every
chance you get!

Fax articles or other materials to your
customers if you think they can benefit from
the information.

low up with every customer who was upset
nad a difficult problem.

K yourself with every customer interaction



Remember personal details about your customers
such as birthdays, children’s names and
accomplishments.

SMILE every time you are on the telephone.

Look for ways to bend the rules and remove
service obstacles.

Time is a person’s most precious commaodity.
Respect your customer’s time and schedule.

. Provide your customers with respect, friendliness,
and knowledge, and oh, yes, the products and
services you sell.













THE END






