


Customer service definition

Providing Aiming

Providing support, Aiming for a positive and
assistance, and information efficient experience when
to the public.

interacting with city
services.



Roles in city services

* Answering questions about city programs, policies, and procedures.
* Resolving complaints and concerns from residents and businesses

* Providing timely and accurate information through various channels
(phone, email, websites).

* Facilitating access to city services by streamlining processes and
reducing bureaucracy

* Building positive relationships with the community and fostering trust
In government.



Challenges in Delivering Customer Service

* Diverse needs: Residents have a wide variety of needs and
expectations, requiring city staff to be adaptable and knowledgeable
In various areas

* High expectations: Residents often expect a high level of service from
their government, as they are already contributing through taxes and
fees.

* Limited resources: City governments may face budget constraints
that limit staffing, technology, or training resources for customer
service representatives.



Challenges in Delivering Customer Service

 Complex regulations and procedures: Navigating complex regulations
and bureaucratic procedures can be frustrating for residents and
challenging for staff to explain clearly.

* Negative interactions: Occasionally, residents may be upset or
frustrated with a situation, requiring customer service staff to be
patient and empathetic while upholding professional standards.



Impact of Negative Customer Service
Experiences

 Damaged brand reputation and negative word-of-mouth: Negative
experiences can be easily shared online, causing reputational
damage.

* Decreased customer satisfaction and trust: Feeling undervalued or
unheard can lead to frustration and distrust

* Reduced customer lifetime value: Negative experiences can shorten
customer lifespan, impacting long-term profitability.

* Increased customer service costs: Dealing with complaints and
dissatisfied customers can be expensive.

* Lowers employee morale: Witnessing or dealing with frustrated
customers can negatively impact employee morale



Impact of Positive Customer Service Experiences

* Increased customer loyalty and repeat business: Satisfied customers
are more likely to return and recommend the service to others.

* Improved brand reputation and positive word-of-mouth: Positive
experiences can be shared online and offline, leading to better brand
perception.

* Higher customer satisfaction and trust: When customers feel valued
and listened to, it builds trust and strengthens the relationship.

* Increased willingness to pay a premium: Customers who have
positive experiences may be willing to pay more for the service.

* Boosts employee morale: Creating a positive customer service
culture can improve employee morale and motivation.
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Customer
Focus

* Make the customer the center of
your universe. Understand their
needs, wants, and pain points to
tailor your approach.




f

E m pat hy * Put yourself in the customer's shoes. Acknowledge their
feelings and treat them with courtesy and respect, even

a nd RespECt in challenging situations.



Effective
Communication

 Communicate clearly, concisely, and
professionally. Actively listen, ask
clarifying questions, and ensure
understanding throughout the
interaction.




PrOble m- Focus on finding solutions, not dwelling on problems. Be
proactive in anticipating customer needs and offering

SOIVing Ski"S resolutions.




Product/Service
Knowledge

* Possess a deep understanding of
your product or service to
answer questions accurately and
provide informed
recommendations



Positive
Attitude

* Maintain a positive and
enthusiastic demeanor. A smile
goes a long way in creating a
welcoming and helpful
atmosphere.




Communication
Techniques




Active
Listening

* Pay close attention to what the
customer is saying, both verbally
and nonverbally. Ask clarifying
guestions to ensure you understand
their needs.




Mirroring and
Paraphrasing

» Reflect back key points to
demonstrate understanding and
confirm you've captured their
concerns accurately




Positive
Language

* Use positive and reassuring

language. Avoid technical jargon

and explain complex concepts in
a clear and concise manner.




Open-Ended
Questions

* Encourage dialogue by asking
open-ended questions that go
beyond a simple "yes" or "no"
response.




Ownership of
Issues

* Take ownership of
problems, even if they
were not caused by you.
Apologize for any
inconvenience and
assure the customer
you'll work towards a

solution.



Clear and
Consistent
Messaging

e Deliver informationin a
clear, concise, and
consistent manner

across all
communication
channels.



Tony C Taylor
info@tctaylorconsultants.com
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