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Introduction to Customer Service

Customer Service 
Standards

Objectives

· Introduce the 6 Kelly Paper customer Service standards

· Explain the company customer service expectations

· Challenge you to deliver these standards

1. The Greeting

This is the first impression and our opportunity to shine from the very beginning of the customer interaction. You should engage with the customer personally while remembering that they have come to our store with the intention to buy or investigate a need

· Greet every customer with in 3 to 7 seconds

· This sets up the customer interaction

· Communicates that help is near when needed

· Use the proactive term:

“How may I help you?”

Or

“What can I do for you?”

· Don’t use the term: 
“Can I help you?”

· This is a closed ended question 

· Allows for a “Yes” or “No” answer
· Learn and use customer names – A name reflects identity and creates a personal experience

· Remember previous encounters – This communicates care, concern and a relational orientation

· Do you frequent a business where it feels like the first time every time you shop there?

· At Kelly Paper we want to get top know our customer so that they know they can trust us with there business needs

· When on the phone, acknowledge entering customers with a wave and a head nod

2. Take the customer to the product

· Communicates personal care to customer needs

· At the product

· Ask questions about how it will be used

· Inquire about the type of business

· Find further options you can help with

· Take the product to the counter – When Appropriate 

· Know when to break away

· Use the technique:

“I’ll be right in the next aisle if you need anything further or anyone you see will be happy to help you”
3. Answer the phone by the third ring

· Have a controlled sense of urgency

· Remember the Telephone Service Standards:

· The greeting

· Company ID

· Personal ID

· An offer to help

4. At the register

· Ask every customer if they found everything they needed

· Make sure to ask for help during busy periods

· Realize that timing is important when it comes to asking for and giving help when it’s busy

· Ask if the experience was positive

· Look for opportunities to improve

· Take note of suggested improvements 

· Thank the customer for any feedback

· Thank the customer their business
5. The Carry Out

· Every customer every time is the goal

· Don’t ask, just do it

· The invoice is the key to the carry out

· Hold on to it until you are pushing the cart or carrying the product

· Communicate to the crew

· Take note of product purchased elsewhere
· Remember to say “have a great day”
6. The Final Impression

· Create a memorable last impression

· How did you “Wow” your customers today?
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Quiz

Circle the correct answer, base on the material – 

1. What is our goal to greet a customer?
a. As soon as you are off the phone

b. If you are the first one the customer sees

c. 3 to 7 seconds

2. When greeting a customer always remember to…
a. Greet customers by name

b. Greet your customers with a business card

c. Give first time customers a coupon

3. Never use the term “How may I help you?” when greeting a customer.
a. True
b. False
4. When it is busy its ok to point your customer to where the product request is.
a. True
b. False

5. A good break away technique is to say: “I’ll be right in the next aisle if you need anything further, or anyone you see will be happy to help you”
a. True
b. False

6. Answer the phone 
a. Before it stops ringing

b. By the 5th ring

c. By the 3rd ring

7. If a customer is leaving the store empty handed
a. Chase them down and ask them what they have in their pockets

b. Make sure you get their email address

c. Ask if they found everything they needed

8. The carry out goal is
a. As often as we can

b. When its not busy

c. Every customer every time

9. You should always ask the customer if they want a carry out.
a. True

b. False

10. The final impression is no big deal.
a. True
b. False
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