Customers – Their Needs and Care

1) List and explain the 5 Golden Rules for Customer Service in the call center industry.

2) What are your company’s policies on issuing credits and other goodwill gestures?

3) You don’t have to do everything yourself. Why is it important to include your staff members in working with clients?

4) List the benefits of a customer’s visit to your call center.

5) List some of the tools a call center might use to get new customers.

6) From a financial standpoint, what happens if a customer only stays with your call center for a year?

7) How would you handle each of the following customer service issues?

· Customer complains of long rings for the second time in a week?

· Explain the concept of “shared service” to a customer who wants a guarantee that his phone will never ring more than 3 times.

· Customer complains of a rude agent.

· Customer becomes out of control and verbally abusive while talking with you, the supervisor on duty.

8) What procedures does your call center have in place for an agent to use when taking on call schedule information?

9) What is a shared decision?

10) Why are customers who complain some of your best customers?

11) List other consequences of losing one large account or many smaller accounts due to poor service.

12) Why is it important to document in a place where other supervisors can see it all client issues that come to your attention?

13) Why is attention to detail in the call center important to the financial success of your company?

Answers

These are the answers to specific questions as discussed in the Video. Questions without answers are either asking for the supervisors own experiences or are based upon your company policies, and are not included here.

1) Let the customer define the problem; 
Don’t immediately accept fault – investigate; Listen and Empathize; Follow Through Personally; Under Promise and Over Deliver

3) This helps them take ownership of their jobs and encourage teamwork.

4) It fosters a better relationship when the client sees the call center environment, the client meets the people who answer the phones, and the staff will also get to know the client.

5) Yellow pages in phone books, web site, use of search engines, membership in business associations.

6) Most likely it has cost the company more to get the customer than has been made on the customer at that point.

9) Agent brings situation to supervisor, and they work together to make a decision on how to handle the situation.

10) Those that take the time to complain give you an opportunity to make change to improve service. They are the barometers of your service and may bring problems to your attention that you might not otherwise be aware of.

11) Damage to the company’s reputation, loss of jobs, and failure of the company.

12) There may be repeated problems of the same nature, either caused by a member of the call center staff, or the customer’s staff, that is not being addressed.

13) This will help make sure customer’s calls are answered and dispatched promptly, professionally and accurately.

