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The information provided here is for informational and educational purposes and current as of the date of publication. The information is not a substitute for
legal advice and does not necessarily reflect the opinion or policy position of the Municipal Association of South Carolina.
Consult your attorney for advice concerning specific situations.
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@ROCKHILL i Start with WHY

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.”




ssssssss o Supervisor’s Role: Twofold

ssssssss 5. #2 Holding Your Team Accountable

What you model and what you tolerate sets the tone for your team.
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******** s Let’s Coach!
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Customer Service Strategies
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Quick & Easy

Knowledgeable
Representatives

Clear & Helpful
Communication

Problem-Solving
(Flexible &
Creative)
Sincerity,
Connection

& Trust
Escalations,
Recovery,

& Follow-Up

What do Customers Want?

To Feel Like They MATTER
(individually)

Bonus:
Wow! An Experience Worth Talking About!




‘‘‘‘‘‘‘‘ e Quick & Easy
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******** 22~ Knowledgeable Representatives

******** w2~ Clear & Helpful Communication
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Lite Brite: Filtering Information @!%9&‘5'1!!;":,
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&% ROCKHILL . .
Teaiini. Clear & Helpful Communication
[—— —
Don’t Say: Instead Say:
e | don’t know * That’s a good question — let
* We can't do that me find out.
« You've got the wrong * What we can dois...
department * let meconnectyouto__ .
« No They may be able to answer
. m‘ it eticy -1 your questions..
ARSI Ed = :!-\.I;’:.‘ 1 Lﬂﬁ{mg$ee wwk@ndo and
P — getbacktoyou
‘$ Don’t Say: ']‘
e |just workhere. ¢ The___ departmentcan -
|‘ o Do Bk e, never get it right. “L’L
il y
20
€ RocxiinL Customer Interaction #1




@ROCKHILL Customer Interaction #1

Clear & Helpful Communication

Personal The Good

€ RockHILL
ht Place e
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nnnnnnnn - Clear & Helpful Communication

v
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PY— Problem-Solving

nnnnnnnnnnnnnn

- (Flexible & Creative)

in fix it and/or have fi
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P— Problem-Solving

nnnnnnnnnnnnn

e 7 (Flexible & Creative)

>

7

You're on'your own. THIS SOUNDS MORE LIKE A YOU PROBLEM!
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““““““““ .. Sincerity, Trust, & Connection

MeHAN TQMNV/ MARCE.
MONICA WELLY ETHAN
Brian PV £:aubia
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Lego: The Power of Connection @ROCKPELL
29
3 RockHILL Escalations, Recovery,

nnnnnnnn } s & FO”OW'Up

y at the situation,
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Escalations, Recovery,
& Follow-Up
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Remember: We’re a Team!

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

Steve Jobs
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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, Bonus:
Recovery, Wow! An Experience Worth Talking About!
& Follow-Up
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Bonus © WOW! An Experience Worth
Talking About!

W o

&9 RocKHILL
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”@M‘!‘ﬂ!k& Customer Interaction #2

Mr. Scott
35
”@MK“M Customer Interaction #2
| G B |

Response A Response B

Response C

Kelly
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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?

More Resources
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...............

Thank You!
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