Inside-out service

What happens internally, happens externally By Pam Schuck

Typically we think of the extemal
customer — the people who buy our
. products and services. They are the

. ¢ source of the reverue that funds con
tinuing operations. Without external customers, busi-
nesses wouldn't last long. Efforis directed toward
improving customer service practices and standards are
usually directed toward the extiernal customer.

But consider the intemal customer. Who are the inter-
nal cusiomers? They are the people who work for the
organization. Everyone in your business is an inter-
nal customer of others who work there as well. They
depend on the work others do in the busmess i order to
complete their own: work, ofien so they can serve their
OWN CustoImer.

The easiest exaraple is that of a salesperson and the
many people that person depends on 0 get his or her
work done successfully. Once a sale is made, it must be
processed by an internal operations person.

The salesrnan becomes the internal customer The
operations person is the inlernal customer of the ship-
ping and receiving person who picks and packs the order.
The picking and packing person is the intemal customer
of the truck driver delivering the order. All the efiorts
together contribuie to the whole experience given 1o the
extemnal customer

Customer service is everyone's job. We've all heard
that, read that and been to training seminars thal have

told us that if you are not serving the customer, your job
is to be serving someone who is.

Service excellence requires 360-degree vision to identi-
fy your customers — internal and extermal.

Everyone in an organization should ask themselves:

B Where does my work go?
W Who is my work important io?
#l Whose work depends on the job I do?
Everyone in the organization has internal customers.

Every employee’s customer is whoever benefits or suf-
fers from the work he or she does or doesnt do.

[at your

Encowrage each individual to identify his or her intermal
and extermnal customers. Onee everyone who works
together understands they are internal customers to each
other and sees each other that way, you can begin efforts
directed toward Inproving customer service practices
and standards.

To improve costomer service, first apply improvements
intemally What happens intemally in an organization
happens externally. Listen to and observe the iemal ser-
vice your employees give to each other, not just front ine
people to each other, but a1l levels irteracting with each
other That incdudes managers and supervisors to their
employees, front Ene people to their supervisors, front
line people with each other

Good customer service is applicable across the board.
E only happens when the people who work in your busi-
ness treat each other with respect.

The best service starts intermnally, in the way employees
treat each other as internal custamers.

Look from the inside out 10 begin making changes in
sarvice will give you the service i
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