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IntroducKon	
  

As	
  a	
  business	
  owner	
  you	
  probably	
  already	
  know	
  how	
  important	
  it	
  is	
  to	
  provide	
  
good	
  customer	
  support.	
  By	
  working	
  hard	
  at	
  recognizing	
  and	
  catering	
  to	
  the	
  
many	
  needs	
  of	
  your	
  customers,	
  you	
  increase	
  the	
  chances	
  of	
  them	
  choosing	
  you	
  
over	
  the	
  compe>>on	
  the	
  next	
  >me	
  they're	
  in	
  the	
  market	
  for	
  whatever	
  you're	
  
selling.	
  

There	
  are,	
  however,	
  many	
  liBle	
  things	
  to	
  consider	
  when	
  drawing	
  up	
  a	
  customer	
  
service	
  strategy.	
  In	
  this	
  guide	
  we'll	
  go	
  over	
  26	
  of	
  the	
  most	
  important	
  rules	
  to	
  
follow	
  when	
  you're	
  trying	
  to	
  create	
  the	
  ul>mate	
  customer	
  service	
  experience.	
  
Hopefully	
  by	
  the	
  end	
  of	
  it	
  you'll	
  have	
  a	
  preBy	
  good	
  idea	
  about	
  how	
  to	
  apply	
  
them	
  to	
  your	
  own	
  business	
  and	
  rise	
  above	
  your	
  compe>>on.	
  

Let's	
  get	
  started,	
  shall	
  we?  



26	
  Rules	
  of	
  Outstanding	
  Customer	
  Service	
  

GeSng	
  in	
  touch	
  with	
  you	
  

1.	
  Stay	
  open	
  aVer	
  regular	
  office	
  hours	
  

Most	
  people	
  are	
  unable	
  to	
  get	
  away	
  from	
  work	
  to	
  contact	
  you	
  during	
  regular	
  
office	
  hours,	
  so	
  consider	
  keeping	
  customer	
  service	
  open	
  as	
  long	
  as	
  possible	
  to	
  
minimize	
  frustra>on.	
  

2.	
  Make	
  contacKng	
  you	
  easy	
  and	
  fricKonless	
  

Making	
  it	
  difficult	
  to	
  contact	
  you	
  may	
  save	
  some	
  money	
  in	
  the	
  short	
  term,	
  but	
  it	
  
will	
  also	
  cause	
  much	
  anger	
  and	
  frustra>on	
  for	
  your	
  customers.	
  When	
  a	
  person	
  
has	
  had	
  a	
  poor	
  experience	
  trying	
  to	
  contact	
  a	
  company	
  they're	
  unlikely	
  to	
  give	
  
them	
  more	
  of	
  their	
  business	
  in	
  the	
  future.	
  

3.	
  Don't	
  rely	
  too	
  heavily	
  on	
  automaKon	
  

Some	
  degree	
  of	
  automa>on	
  can	
  be	
  a	
  good	
  thing,	
  as	
  it	
  can	
  slipstream	
  and	
  speed	
  
up	
  the	
  customer	
  service	
  process,	
  but	
  it's	
  vital	
  to	
  not	
  take	
  it	
  too	
  far.	
  It's	
  just	
  not	
  
possible	
  to	
  cover	
  every	
  conceivable	
  scenario	
  with	
  automated	
  rou>nes,	
  and	
  
many	
  issues	
  simply	
  cannot	
  be	
  resolved	
  with	
  less	
  than	
  a	
  real	
  human	
  customer	
  
service	
  rep.	
  

4.	
  Adapt	
  to	
  mobile	
  technology	
  

Since	
  prac>cally	
  everyone	
  owns	
  a	
  smartphone	
  or	
  tablet	
  these	
  days,	
  it's	
  
important	
  to	
  offer	
  customer	
  service	
  solu>ons	
  catered	
  to	
  those	
  devices.	
  There	
  
are	
  many	
  possibili>es,	
  from	
  building	
  a	
  specialized	
  app,	
  to	
  just	
  incorpora>ng	
  
"click-­‐to-­‐call"	
  links	
  on	
  the	
  website.	
  

5.	
  Try	
  to	
  offer	
  fast	
  response	
  Kmes	
  

Speed	
  is	
  essen>al	
  to	
  good	
  customer	
  service.	
  There	
  is	
  no	
  such	
  thing	
  as	
  "too	
  fast"	
  
-­‐	
  if	
  you	
  can	
  provide	
  a	
  good	
  response	
  to	
  an	
  inquiry	
  within	
  minutes,	
  you're	
  sure	
  
to	
  leave	
  a	
  las>ng	
  impression	
  on	
  that	
  customer,	
  perhaps	
  even	
  gain	
  their	
  lifelong	
  
loyalty.	
  Work	
  on	
  your	
  technology	
  and	
  rou>nes	
  to	
  become	
  as	
  fast	
  as	
  possible.	
  



InteracKng	
  with	
  customers	
  

6.	
  Treat	
  customers	
  with	
  respect	
  

Everyone	
  wants	
  to	
  be	
  treated	
  with	
  respected,	
  and	
  that	
  includes	
  your	
  
customers.	
  Even	
  if	
  you	
  don't	
  agree	
  with	
  their	
  opinion,	
  make	
  sure	
  you	
  respect	
  it,	
  
and	
  that	
  they're	
  able	
  to	
  recognize	
  that	
  you	
  do.	
  

7.	
  Consider	
  going	
  mulKlingual	
  

This	
  may	
  not	
  apply	
  to	
  companies	
  who	
  only	
  deal	
  with	
  domes>c	
  customers,	
  but	
  
in	
  today's	
  globalized	
  world	
  more	
  and	
  more	
  business	
  is	
  done	
  across	
  borders.	
  If	
  a	
  
large	
  por>on	
  of	
  your	
  customer	
  base	
  aren't	
  na>ve	
  English	
  speakers,	
  consider	
  
hiring	
  a	
  dedicated	
  customer	
  service	
  rep	
  to	
  cater	
  to	
  them.	
  	
  

8.	
  Don't	
  treat	
  customer	
  service	
  as	
  a	
  sales	
  channel	
  

When	
  a	
  customer	
  comes	
  to	
  you	
  with	
  a	
  problem,	
  they	
  want	
  you	
  to	
  offer	
  a	
  
solu>on.	
  The	
  last	
  thing	
  they	
  want	
  is	
  being	
  told	
  they	
  need	
  to	
  buy	
  more	
  stuff.	
  
Unless	
  it's	
  in	
  a	
  pre-­‐sales	
  situa>on,	
  leave	
  sales	
  out	
  of	
  customer	
  service	
  and	
  focus	
  
on	
  being	
  helpful	
  to	
  the	
  customer.	
  

9.	
  Educate	
  your	
  customers	
  

Some>mes	
  customer	
  frustra>on	
  arises	
  from	
  them	
  not	
  being	
  able	
  to	
  understand	
  
the	
  details	
  of	
  your	
  business.	
  That's	
  why	
  it	
  can	
  be	
  a	
  good	
  idea	
  to	
  try	
  to	
  keep	
  
them	
  in	
  the	
  loop	
  and	
  make	
  sure	
  they	
  understand	
  your	
  business	
  process	
  fully.	
  
This	
  is	
  especially	
  true	
  if	
  your	
  business	
  relies	
  on	
  technology,	
  which	
  is	
  prone	
  to	
  
constant	
  change	
  that	
  can	
  be	
  difficult	
  for	
  customers	
  to	
  keep	
  up	
  with.	
  

10.	
  Avoid	
  relying	
  on	
  scripts	
  

Since	
  most	
  customer	
  service	
  situa>ons	
  are	
  unique,	
  trying	
  to	
  force	
  a	
  rigid	
  script	
  
upon	
  them	
  is	
  usually	
  not	
  the	
  best	
  idea.	
  If	
  you	
  need	
  to	
  use	
  scripts,	
  make	
  sure	
  
they	
  allow	
  for	
  all	
  kinds	
  of	
  scenarios	
  that	
  can	
  arise.	
  

11.	
  Say	
  "yes"	
  as	
  oVen	
  as	
  possible	
  

If	
  you	
  get	
  a	
  chance	
  to	
  do	
  something	
  extra	
  for	
  a	
  customer,	
  that's	
  not	
  terribly	
  
inconvenient	
  or	
  expensive	
  for	
  you,	
  take	
  it!	
  It's	
  a	
  great	
  chance	
  to	
  get	
  a	
  loyal	
  
customer	
  that	
  will	
  come	
  back	
  to	
  you	
  again	
  and	
  again.	
  



12.	
  Let	
  customers	
  know	
  you	
  appreciate	
  their	
  business	
  

Everyone	
  wants	
  to	
  feel	
  appreciated,	
  and	
  if	
  you	
  can	
  ins>ll	
  that	
  feeling	
  in	
  your	
  
customers	
  they'll	
  be	
  happy	
  to	
  give	
  you	
  their	
  business	
  today	
  and	
  in	
  the	
  future.	
  
It's	
  also	
  quite	
  simple	
  to	
  do	
  -­‐	
  most	
  of	
  the	
  >me	
  a	
  simple	
  thank	
  you	
  is	
  plenty!	
  

13.	
  Exceed	
  expectaKons	
  

Say	
  a	
  customer	
  expects	
  you	
  to	
  take	
  back	
  a	
  faulty	
  item	
  and	
  repair	
  it	
  for	
  free.	
  
What	
  if	
  you	
  did	
  that	
  AND	
  delivered	
  it	
  back	
  to	
  them	
  within	
  48	
  hours?	
  They're	
  
sure	
  to	
  be	
  impressed,	
  and	
  likely	
  to	
  tell	
  their	
  friends	
  about	
  how	
  good	
  your	
  
customer	
  service	
  is.	
  

14.	
  Know	
  when	
  to	
  cut	
  your	
  losses	
  

Some>mes	
  a	
  situa>on	
  gets	
  toxic	
  enough	
  that	
  it	
  just	
  cannot	
  be	
  resolved.	
  In	
  that	
  
case	
  it's	
  usually	
  beBer	
  to	
  cut	
  your	
  losses	
  and	
  "fire"	
  the	
  customer.	
  You	
  need	
  to	
  
refund	
  their	
  money,	
  of	
  course,	
  but	
  rather	
  that	
  than	
  dragging	
  a	
  situa>on	
  like	
  this	
  
on	
  and	
  on	
  only	
  to	
  find	
  out	
  much	
  later	
  that	
  it	
  did	
  no	
  good.	
  

15.	
  Offer	
  surprise	
  giVs	
  and	
  bonuses	
  

Everyone	
  loves	
  surprise	
  gi[s,	
  and	
  they're	
  great	
  for	
  making	
  a	
  customer	
  like	
  your	
  
company	
  even	
  more.	
  For	
  example,	
  if	
  you	
  sell	
  products	
  through	
  an	
  online	
  store	
  
you	
  could	
  include	
  a	
  bonus	
  gi[	
  with	
  every	
  fi[h	
  purchase	
  -­‐	
  that's	
  bound	
  to	
  be	
  
appreciated	
  by	
  your	
  customers.	
  Just	
  remember	
  to	
  not	
  tell	
  them	
  about	
  it	
  
beforehand,	
  it	
  should	
  be	
  a	
  surprise.	
  

You	
  and	
  your	
  employees	
  

16.	
  Know	
  your	
  business	
  

To	
  be	
  able	
  to	
  serve	
  your	
  customers	
  well,	
  you	
  need	
  to	
  know	
  everything	
  about	
  
your	
  business	
  and	
  the	
  field	
  you're	
  in.	
  If	
  you're	
  unable	
  to	
  answer	
  ques>ons	
  they	
  
may	
  have,	
  they'll	
  be	
  less	
  likely	
  to	
  trust	
  your	
  advice.	
  

17.	
  Reward	
  employees	
  who	
  perform	
  well	
  

You	
  should	
  try	
  to	
  keep	
  track	
  of	
  your	
  employee	
  performance	
  and	
  reward	
  those	
  
who	
  do	
  well	
  in	
  customer	
  service.	
  Just	
  don't	
  make	
  the	
  mistake	
  of	
  rewarding	
  
them	
  based	
  on	
  number	
  of	
  handled	
  issues	
  or	
  similar,	
  but	
  rather	
  try	
  to	
  gauge	
  



actual	
  customer	
  sa>sfac>on	
  (for	
  example	
  by	
  sending	
  out	
  an	
  e-­‐mail	
  survey	
  
a[erwards).	
  

18.	
  Deliver	
  on	
  your	
  promises	
  

When	
  you	
  say	
  you're	
  going	
  to	
  do	
  something	
  for	
  a	
  customer,	
  you	
  need	
  to	
  be	
  
100%	
  sure	
  you	
  can	
  deliver	
  on	
  that	
  promise.	
  If	
  not,	
  don't	
  make	
  it	
  in	
  the	
  first	
  
place!	
  

19.	
  Learn	
  to	
  apologize	
  frequently	
  

When	
  things	
  go	
  wrong,	
  apologize.	
  Even	
  if	
  it's	
  not	
  your	
  fault.	
  It's	
  an	
  easy	
  way	
  of	
  
communica>ng	
  to	
  the	
  customer	
  that	
  you	
  care	
  about	
  their	
  business.	
  

20.	
  Own	
  up	
  to	
  your	
  mistakes	
  

Everyone	
  makes	
  mistakes.	
  Rec>fying	
  them	
  is	
  important,	
  but	
  so	
  is	
  owning	
  up	
  to	
  
them	
  and	
  not	
  trying	
  to	
  put	
  the	
  blame	
  on	
  anybody	
  else.	
  You're	
  the	
  business	
  
owner,	
  so	
  in	
  the	
  end	
  you're	
  responsible	
  for	
  everything	
  that	
  happens	
  in	
  your	
  
company.	
  

21.	
  Treat	
  your	
  customer	
  service	
  reps	
  well	
  

If	
  you	
  treat	
  your	
  customer	
  service	
  reps	
  well	
  it	
  is	
  likely	
  that	
  they'll	
  do	
  the	
  same	
  
for	
  your	
  customers.	
  The	
  opposite	
  is	
  true	
  as	
  well;	
  treat	
  them	
  poorly	
  and	
  your	
  
customer	
  service	
  will	
  likely	
  suffer.	
  

22.	
  Take	
  complaints	
  and	
  criKcism	
  to	
  heart	
  

No	
  maBer	
  how	
  good	
  your	
  customer	
  service	
  is,	
  sooner	
  or	
  later	
  you'll	
  get	
  a	
  
complaint	
  from	
  a	
  disgruntled	
  customer.	
  You	
  must	
  never	
  take	
  this	
  personally,	
  but	
  
look	
  at	
  it	
  objec>vely	
  and	
  consider	
  whether	
  there	
  is	
  any	
  truth	
  to	
  it,	
  and	
  if	
  it's	
  
something	
  you	
  could	
  actually	
  improve.	
  

23.	
  AnKcipate	
  problems	
  and	
  establish	
  rouKnes	
  to	
  handle	
  them	
  

When	
  you've	
  been	
  in	
  business	
  for	
  a	
  while,	
  you	
  probably	
  have	
  a	
  preBy	
  good	
  idea	
  
what	
  the	
  most	
  common	
  problems	
  are	
  that	
  customers	
  come	
  to	
  you	
  with.	
  By	
  
an>cipa>ng	
  these	
  problems	
  and	
  establishing	
  rou>nes	
  to	
  handle	
  them,	
  you'll	
  be	
  
able	
  to	
  provide	
  beBer	
  (and	
  faster)	
  service.	
  

24.	
  Get	
  involved	
  personally	
  



A	
  great	
  way	
  to	
  learn	
  exactly	
  what	
  the	
  day-­‐to-­‐day	
  opera>ons	
  in	
  your	
  customer	
  
service	
  entails	
  is	
  by	
  geeng	
  involved	
  in	
  it	
  personally.	
  Maybe	
  you	
  can	
  take	
  one	
  
day	
  every	
  month	
  where	
  you	
  handle	
  customer	
  service	
  personally,	
  so	
  you	
  can	
  get	
  
to	
  know	
  your	
  customers	
  beBer	
  and	
  figure	
  out	
  exactly	
  how	
  to	
  best	
  serve	
  them.	
  

25.	
  Learn	
  from	
  customer	
  feedback	
  

The	
  best	
  way	
  to	
  improve	
  your	
  customer	
  service	
  is	
  by	
  listening	
  to	
  what	
  your	
  
customers	
  are	
  telling	
  you.	
  Not	
  sure	
  how	
  they	
  feel?	
  Ask	
  them!	
  It's	
  not	
  a	
  bad	
  idea	
  
to	
  send	
  out	
  a	
  survey,	
  straight	
  up	
  asking	
  customers	
  to	
  voice	
  their	
  opinion	
  about	
  
your	
  company	
  and	
  customer	
  service.	
  

26.	
  Never	
  stop	
  improving	
  

To	
  ensure	
  the	
  longevity	
  of	
  your	
  business,	
  you	
  must	
  always	
  strive	
  to	
  improve	
  
your	
  customer	
  service.	
  It's	
  one	
  of	
  the	
  best	
  ways	
  to	
  separate	
  yourself	
  from	
  your	
  
compe>tors,	
  and	
  there's	
  always	
  something	
  you	
  can	
  do	
  beBer.	
  Keep	
  moving	
  
forward	
  and	
  make	
  your	
  company	
  the	
  best	
  it	
  can	
  be!


