
Ways	
  To	
  Improve	
  Customer	
  Service	
  

If	
  you	
  own	
  a	
  business	
  and	
  want	
  to	
  remain	
  compe44ve	
  in	
  the	
  long	
  term,	
  you	
  
need	
  to	
  keep	
  looking	
  at	
  different	
  ways	
  you	
  can	
  improve	
  your	
  customer	
  service.	
  
The	
  higher	
  customer	
  sa4sfac4on	
  you	
  can	
  achieve	
  in	
  this	
  area,	
  the	
  more	
  repeat	
  
business	
  you'll	
  get,	
  and	
  also	
  referrals	
  from	
  customers	
  who	
  are	
  raving	
  about	
  
your	
  company	
  to	
  their	
  friends	
  and	
  family.	
  

One	
  of	
  the	
  most	
  impac@ul	
  methods	
  of	
  improving	
  customer	
  service	
  is	
  looking	
  at	
  
which	
  issues	
  and	
  situa4ons	
  that	
  occur	
  frequently,	
  and	
  then	
  carefully	
  developing	
  
efficient	
  rou4nes	
  to	
  handle	
  them.	
  By	
  doing	
  this	
  you	
  can	
  significantly	
  increase	
  
customer	
  sa4sfac4on,	
  and	
  also	
  cut	
  down	
  on	
  the	
  4me	
  required	
  to	
  handle	
  each	
  
case.	
  The	
  best	
  way	
  to	
  figure	
  out	
  which	
  types	
  of	
  situa4ons	
  to	
  focus	
  on	
  is	
  to	
  make	
  
a	
  point	
  of	
  logging	
  each	
  case	
  that	
  reaches	
  your	
  customer	
  service,	
  along	
  with	
  
details	
  on	
  how	
  it	
  was	
  resolved.	
  

Another	
  great	
  way	
  to	
  improve	
  your	
  customer	
  service	
  is	
  geFng	
  involved	
  
personally.	
  If	
  you	
  normally	
  let	
  your	
  staff	
  handle	
  the	
  day-­‐to-­‐day	
  aspects	
  of	
  your	
  
customer	
  service	
  you	
  may	
  not	
  hear	
  about	
  all	
  the	
  challenges	
  they	
  face,	
  but	
  if	
  
you	
  dive	
  in	
  yourself	
  you'll	
  find	
  out	
  soon	
  enough.	
  You	
  could,	
  for	
  example,	
  take	
  
one	
  day	
  every	
  month	
  to	
  work	
  in	
  customer	
  service	
  and	
  get	
  a	
  feel	
  for	
  what	
  needs	
  
improving	
  and	
  what's	
  already	
  working	
  well	
  enough.	
  

It's	
  also	
  very	
  important	
  that	
  all	
  members	
  of	
  your	
  staff	
  who	
  deal	
  directly	
  with	
  
customers	
  are	
  up	
  to	
  speed	
  with	
  your	
  business	
  and	
  the	
  products	
  or	
  services	
  you	
  
sell.	
  If	
  they're	
  unable	
  to	
  answer	
  even	
  simple	
  ques4ons	
  from	
  customers,	
  it	
  will	
  
reduce	
  trust	
  and	
  confidence	
  in	
  your	
  company.	
  If	
  what	
  you're	
  selling	
  is	
  complex	
  
and	
  constantly	
  changing,	
  set	
  aside	
  some	
  4me	
  for	
  con4nuous	
  educa4on	
  of	
  your	
  
employees.	
  It	
  may	
  cost	
  you	
  some	
  money	
  upfront,	
  but	
  it	
  is	
  money	
  well	
  invested.	
  

Also,	
  don't	
  forget	
  to	
  constantly	
  evaluate	
  how	
  you're	
  doing,	
  and	
  don't	
  be	
  afraid	
  
of	
  straight	
  up	
  asking	
  your	
  customers	
  how	
  they	
  feel	
  about	
  your	
  company	
  and	
  if	
  
there's	
  anything	
  they	
  think	
  you	
  could	
  improve.	
  Just	
  remember	
  to	
  look	
  at	
  the	
  
feedback	
  you	
  receive	
  objec4vely,	
  and	
  don't	
  treat	
  it	
  like	
  a	
  personal	
  aLack	
  if	
  you	
  
receive	
  some	
  cri4cism.	
  Think	
  of	
  it	
  as	
  a	
  chance	
  to	
  grow	
  and	
  improve	
  your	
  
business,	
  even	
  if	
  it's	
  harsh	
  and	
  nega4ve	
  in	
  tone.	
  



Finally,	
  remember	
  that	
  even	
  the	
  "best"	
  customer	
  service	
  is	
  likely	
  to	
  have	
  at	
  
least	
  one	
  area	
  where	
  it	
  could	
  become	
  even	
  beLer.	
  It's	
  a	
  journey	
  that's	
  never	
  
quite	
  finished,	
  and	
  the	
  more	
  eager	
  you	
  are	
  to	
  keep	
  improving	
  things,	
  the	
  beLer	
  
chance	
  you	
  stand	
  at	
  outlas4ng	
  your	
  compe4tors	
  who	
  aren't	
  willing	
  to	
  go	
  above	
  
and	
  beyond	
  for	
  their	
  customers.


