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Building Relationships Means Building New Customers!

How do you rate in building relationships with the people you meet and the people you do business with? In today’s world, it is not who has the best product of the best service; it is all about going the extra mile for customers.

When was the last time you checked out how your employees respond to incoming calls and they treat the customers? Have you called in to see how your phones are being answered or asked a question about your company to see what response is being given? The person who answers your phone represents your company, and they can either leave a favorable impression or a bad one. How does your company rate?

[image: image2.png]



Over the years as a certified MSPS Shopper I have been contracted to do mystery shopping for numerous companies, including banks, post offices, major corporations, major chain stores and gas stations. I have been amazed at how bad service can be and how poor some of the ratings come back. Quite often, companies are in the dark about how they are being represented to the public, and this often gives them a push to get back on track.

I have found this to be true for non-profits as well. Over the years I have trained many non profit companies, and many times when asking the board or the volunteers and senior staff just exactly what their agency or non profit organization did, many did not really know and I would get a variety of different stories. Do your employees, volunteers and senior staff know what your mission is? If not, they may be giving the public the wrong impression of your company, non-profit and/or organization.

No matter what type of company you have, there are several things you can do to enhance the level of customer service. Winning words and winning phrases:

Some words alone or in combination, can create immediate negative images. Here are some responses that can intentionally or unintentionally, can drive your customer’s right up the wall.

Forbidden Phrase. Use Instead

1. “I don’t know” - “That is a great question, let me check it out and find out and get back to you.”
2. “We can’t do that”   Let me see, that is a tough one, but I will check and see what we can do.” Then try and find an alternate solution to what is being asked.
3. “Hang on it might take me two or three minutes to check that be right back” better statement would be “are you able to hold on while I check”.
Tips for Telephone Talk    
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Answering the phone, When you pick up the phone, remember that your customer can hear you from the moment the handset leaves the cradle.

Putting a caller on hold. Never put a caller on hold without first asking permission. “May I put you on hold?” or “Will you hold please?”

Taking messages. Good messages are accurate and complete. Be sure and get the caller’s first name, company name, and phone number. To make sure you have the correct spelling of the caller’s name and an accurate phone number, read it back, the date and time of the message is also important.

Finally be sure and put your own name on the message. If there is any question, the message recipient will be able to ask you for clarification. 

One of my pet peeves is when someone tells me they will call me back within a certain time and then days go by and I don’t hear from them.  This happens a lot when one listens to recorded messages. Many say call will be returned within 24 hours and you wait and never hear back from them.  Live up to what you and your company say they will do.

Transferring Calls:

Customers hate to be passed from pillar to post. When-ever possible, don’t do it. Instead, help the caller yourself or take a message and have the appropriate person return the call. When you do transfer a call, be sure to give the customer the name and phone number of the person who will help them. This way, if there is any problem with the switch, the caller will be able to get back to the right person. And if you can stay on the line to be sure the transfer goes smoothly.

Communicating with customers

The Customer Satisfaction System:

Greet Customers

Value Customers

Ask how to help customers

Listen to customers

Invite customers back
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Every business can benefit from an inspection of your employees’ service skills. Your opportunities are unlimited when you provide excellent service and satisfy the customer.

Robbie Motter, is a woman of many talents, she is Nafe Global Coordinator, www.wrnafe.com or www.nafe.com  Host of the weekly Diva Strategies for Success Radio Show on Blog Talk Radio, Chair of the April 29th Nafe Success Up Conference at Menifee Lakes County Club, Monthly staff writer for the Menifee & Murrieta Buzz, Inland Empire Business Review , E for Executive Women Global Magazine, Marketing/PR Consultant, Certified National Speaker, Event Planner and Author. She is also a board member of the Temecula Valley Symphony, member of the Menifee Valley Lions Club, GFWC Menifee/Sun City Women’s Club, Menifee Valley, Murrieta and Wildomar Chamber of Commerce... She can be reached at 951-255-9200, or rmotter@aol.com her website is www.robbiemotter.com  
