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The Personal
Delivery of
Customer Service

September 11, 2024

NNNNNNNN . Today’s Agenda




@hoodin Start with WHY
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Think of a time...

‘%

...when YOU experienced POOR customer service.

How did you feel?

What did you want in that moment?

How did it affect your relationship with that
company/organization?
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..when YOU experienced GREAT customer service.

How did you feel?

What did you want in that moment?

How did it affect your relationship with that
company/organization?

“Intolerable service
exists because
intolerable service
is tolerated.”
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What you model and what you tolerate sets the tone for your team.

“““““““ e Let’s Coach!
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Customer Service Strategies

B What do Customers Want?

Quick & Easy

To Feel Like They MATTER

Knowledgeable (IndIVIdua"V)
Representatives

Clear & Helpful
Communication

Problem-Solving
(Flexible &
Creative)
Sincerity,
Connection

& Trust
Escalations, Bonus:
Recovery, Wow! An Experience Worth Talking About!
& Follow-Up




9/16/2024

'''''''' e Quick & Easy
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e |justwork here. * The___ departmentcan
e Don’t blame me. never get it right.

Clear & Helpful Communication

“Did you want me
to set you up for
direct deposit?’




@WFKH% Customer Interaction #1

Ms. Palmer '3
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@!%2925‘.!!& Customer Interaction #1

Response A Response B

Response C
Angela
&9 ROCKHILL . .
‘B Clear & Helpful Communication
Personal The Good
/
Professional B ol
(aka the \ ) 4 BadNews
business) i =Y

Personal
More Good 3
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r— Problem-Solving

'''''''' o (Flexible & Creative)

r— Problem-Solving

'''''''' o (Flexible & Creative)

r— Problem-Solving

'''''''' U (Flexible & Creative)

You're on your.own. THIS SOUNDS MORE LIKE A YOU PROBLEM!
.
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Lego: The Power of Connection @ RockHiL

W
Al
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¢33 RocKHILL Escalations, Recovery,

P & Follow-Up

* Remain calm & recognize they’re angry at the situation,
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¢33 ROCKHILL Escalations, Recovery,

Al & FO”OW‘Up

Remember: We’re a Team!

Great things in business are never
done by one person, they're done
by a team of people.

ve Jobs
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© Rociny What do Customers Want?
= |

Quick & Easy
To Feel Like They MATTER

Knowledgeable (individua"y)
Representatives

Clear & Helpful
Communication

Problem-Solving
(Flexible &
Creative)
Sincerity,
Connection »
& Trust )
Escalations,
Recovery,
& Follow-Up - — -

Bonus:
Wow! An Experience Worth Talking About!

Bonus © WOW! An Experience Worth
Talking About!

&8 RockHILL

WIS
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2 RockHILL Customer Interaction #2
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@%ﬁﬂ!}k Customer Interaction #2

[— —

Toys!

T

TRUSTING TEAMS
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When was the last time you reflected on
your customer service style?

Supervisors, when was the last time you
spoke to your team about your customer
service expectations?
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