CUSTOMER SERVICE


· Be aware of the 3 things every customer wants:

· They want to be heard:
· Give them your warm undivided attention with a smile while they vent
· The customer needs to know they are speaking with someone who is there to serve them.

· They want to be understood:
· Listen to the customer
· Ask Questions
· Repeat what they say
· Confirm their needs

· Client want to feel cared for:
· They need to feel important
· Make an obvious display of concern and effort to accommodate their request

· S.E.C.  
· Smile – Contagious, it creates a positive response back from customer
· Eye Contact – Shows you are ready to help and actually care about them
· Comment – Make a friendly social comment

· Empathize with your customers:
· Confirm you understand what the customer is feeling
· Listen, tell them you understand whether if they are right OR wrong
· By empathizing with them even if you don’t give them the exact outcome they are looking for they are more likely to accept your resolution after they see you made an effort and care

· Clarify your resolution solves the situation with the client:
· Need to make sure customer is 100% satisfied their problem will be resolved.

· Determine the best solution for the customer’s problems:
· [bookmark: _GoBack]Utilize all provided tools to help the customer.

