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Service assessment

It's never too fate for a self-evaiuation. By Pameia Schuck

§ ong year ends and another by-
A g0, 108 w godd e for busiocsses
10y CORIICE SCIVICE AssCSSITERTs,

A SEIVICE AsSesSNent provides an op-
Portunity 1O evaluale ciements of your
CHSOILCT SCrvice wam and pian oe im-
PIOVEMEIs.

Theme are ight Betors seen in success-
l cusomer service OrgaolEitions
YOu can use in assessing whether your
business is in providing quality service.

Clear viston of ssrvice

AN orgatization and everyone i i
shoudd bave o vision that defines expec-
takons of service. The vision muse be
commanicated and  understood by
everyorne.

Responsiveness 1o
customers’ sxpactations

You st Bsien o customers and re-
sponud {0 what you hear. Regulady ask
your clients what their expectations ae,
especially when probdems ocour Follow-
up ks critical And pay attention to the titthe
things that are important 1o custormners.

Regularly evaluate
service pertorniance

Ask customers how they can be bet-
ter servexd. Seck information dia can help
mprove service ¢uality. Ask CUStOMETS
and ask crployees. Set chear standasds for
ICEPONSE LIne (0 CusStorner ipires,
Quesstions, comyprkaing antd other contacts
and vorrespandence, Share thar idfoma-
Tion with all employexs.

Recognlze and reward empioyess

By providing recognition and sewied
fior exemplary service, you nuke a state-
ment abowt its imporance. Bmpioyess
who gn above and heyond for costomers
necd w be recognized and rewarded.

Look for employees who ke a per
sonal interest in helping CURGMETsS -
sobve concems, andd hotd them up as role
modelk and reward thent it a ymgible
way. Encawrage everyone 10 ook for bes-
L ways 10 serve the customer, and be
willing 10 make chasges W policy and
provedures based an emiplovec sugges
tions.

Depacimental wesms and the compaty
team as & whole should meet regukuty 1o
share ideas, coneems, probloss and sofu-
tions. And make swe employees are wedl
mrimed on all products and services.

Review systems,
policies and procedures

Systems, policies ard proceduges can
sk & casy B custoniens 1060 business
with you or ke it a nightmsee A clicon
shontled nut bave 10 work at being your
CUSTOMET.

Look at the link between
sales and service

Coordination berween sales and service
i5 critical. IF sales aad sepvice me sor
working i st coundinated icant.

Commitment of all

It's difficult to deliver quality service.
Commirment 10 service excallence i an
ofganzation 15 aded or deterred by the
fairh and canfidence empiloyess have in
others o the same.

Employvees lose enthusiasm for pro-
viding quality service if some within
the orgutization put forth no effort So
budld 4 cwloare of service excellence
atud feam effort throughowt the organ-
astion.

Pam Schuck (pschuck@strivetraining.com) is
president of STRIV=E Training,

which specializes in motivating customer
service excellence for businesses. She can be
reached at (330) 273-8790

Pravide training

Emnployees meed 1w be trained 1o antici-
pale customer needs, solve problems and
exoced cusiomer expectations. Majnage-
mend shoukd act as coaches, working
with teams and one on one. Update the
stadf on changing CuSIees SXPECEALONS,
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