
Efficient	
  Customer	
  Service	
  

Customers	
  today	
  demand	
  more	
  and	
  more	
  from	
  the	
  customer	
  service	
  of	
  
companies	
  they	
  do	
  business	
  with.	
  They	
  want	
  their	
  issues	
  to	
  be	
  resolved	
  quickly	
  
and	
  with	
  minimal	
  fuzz.	
  It's	
  no	
  wonder	
  that	
  a	
  lot	
  of	
  businesses	
  are	
  scrambling	
  to	
  
make	
  their	
  customer	
  service	
  as	
  efficient	
  as	
  possible.	
  However,	
  it	
  isn't	
  always	
  
easy	
  to	
  know	
  which	
  steps	
  to	
  take.	
  There's	
  always	
  the	
  very	
  real	
  danger	
  of	
  
sacrificing	
  the	
  quality	
  of	
  the	
  service	
  for	
  efficiency,	
  and	
  that	
  is	
  something	
  that	
  
must	
  be	
  avoided	
  at	
  all	
  costs.	
  Too	
  many	
  companies	
  make	
  that	
  mistake	
  and	
  end	
  
up	
  with	
  customer	
  service	
  that	
  is	
  subpar	
  compared	
  to	
  their	
  compeCtors.	
  

One	
  of	
  the	
  key	
  aspects	
  of	
  efficient	
  customer	
  service	
  is	
  trying	
  to	
  anCcipate	
  most	
  
of	
  the	
  issues	
  that	
  customers	
  have	
  and	
  build	
  rouCnes	
  to	
  handle	
  them.	
  Of	
  course	
  
every	
  situaCon	
  is	
  slightly	
  different	
  from	
  the	
  next,	
  but	
  there	
  are	
  oGen	
  big	
  
similariCes	
  too.	
  It	
  may	
  be	
  a	
  good	
  idea	
  to	
  try	
  to	
  log	
  the	
  details	
  of	
  every	
  issue	
  that	
  
reaches	
  customer	
  service	
  in	
  order	
  to	
  get	
  the	
  whole	
  picture	
  and	
  be	
  able	
  to	
  plan	
  
accordingly.	
  

A	
  common	
  mistake	
  many	
  companies	
  do	
  in	
  order	
  to	
  become	
  more	
  efficient	
  is	
  
trying	
  to	
  write	
  scripts	
  for	
  the	
  customer	
  service	
  reps	
  to	
  use.	
  In	
  some	
  cases	
  that	
  
can	
  work	
  well,	
  like	
  if	
  most	
  issues	
  are	
  exactly	
  alike,	
  but	
  quite	
  oGen	
  it	
  is	
  too	
  rigid	
  
and	
  leads	
  to	
  poor	
  customer	
  service.	
  It	
  can	
  be	
  a	
  good	
  idea	
  to	
  use	
  scripts	
  for	
  
some	
  specific	
  situaCons,	
  but	
  leave	
  the	
  rest	
  a	
  bit	
  more	
  flexible.	
  Otherwise	
  the	
  
customers	
  will	
  easily	
  be	
  able	
  to	
  tell	
  that	
  the	
  customer	
  service	
  rep	
  they're	
  talking	
  
to	
  is	
  just	
  reading	
  from	
  a	
  script,	
  and	
  that	
  can	
  give	
  a	
  very	
  poor	
  impression.	
  

Another	
  common	
  mistake	
  is	
  trying	
  to	
  automate	
  every	
  liKle	
  aspect	
  of	
  the	
  
customer	
  service	
  process,	
  making	
  it	
  difficult	
  or	
  impossible	
  to	
  reach	
  a	
  real,	
  
human	
  employee.	
  While	
  that	
  may	
  save	
  Cme	
  and	
  money	
  in	
  those	
  situaCons	
  
where	
  it	
  works	
  well,	
  it	
  will	
  also	
  cause	
  much	
  frustraCon	
  in	
  a	
  situaCon	
  it	
  is	
  unable	
  
to	
  handle.	
  If	
  you're	
  going	
  to	
  rely	
  on	
  automaCon,	
  you	
  beKer	
  also	
  make	
  sure	
  that	
  
it	
  is	
  easy	
  to	
  sidestep	
  that	
  process	
  and	
  get	
  in	
  direct	
  touch	
  with	
  a	
  customer	
  
service	
  rep.	
  

A	
  great	
  way	
  to	
  increase	
  efficiency	
  without	
  doing	
  heavy	
  restructuring	
  is	
  offering	
  
rewards	
  and	
  bonuses	
  to	
  employees	
  who	
  perform	
  well.	
  That	
  can	
  be	
  extremely	
  
moCvaCng,	
  but	
  it	
  is	
  imperaCve	
  not	
  to	
  just	
  reward	
  those	
  that	
  resolve	
  issues	
  
quickly,	
  but	
  look	
  at	
  the	
  whole	
  picture	
  and	
  judge	
  overall	
  customer	
  saCsfacCon.


