[bookmark: _GoBack]The Customer Service Cheatsheet
Below are several examples of good and bad approaches to customer service, taken from real customer interactions. They do not answer all situations, but provide a general guideline and quick reference for common service issues.
	Do
	Don’t
	Why?

	Listen actively: show this by restating their issue back to them.
	· Assume that you know what the person needs before they are done speaking.

· Interrupt the customer. 
	· Just because you’re comfortable with your understanding of the issue doesn’t mean they are.
· There are very few times when it is appropriate to interrupt a customer.

	Take ownership of their request.
	Say it isn’t your responsibility without pointing someone to further help.
	You are the right person for them to speak to.

	Be positive: focus on what we can do for them. When we must deny a request, offer something else.
	Spend over 50% of your communication outlining what we cannot do or why not.
	Most of our communication should be about how we can help.

	Empathize: see the issue from their perspective.
	Argue with a customer’s emotions. 
	· They’re allowed to be upset. It’s not necessarily at you or us.
· Emotions are easy to sway with empathy but difficult to sway with reason.

	Communicate to the customer’s level: think about how you sound to the customer.
	Assume that your explanations are “common sense.”
	We don’t want to make the customer work harder to understand us.

	Follow up on promises.
	Assume that it’s OK not to address promises when the customer doesn’t bring them up again.
	Many people don’t want to be pushy and will only ask once, if at all. Research shows that they still remember (and talk about) how we respond, however.

	Partner with the customer.
	Simply let the customer sink or swim.
	Customers who feel lost are the perfect opportunity for us to create “true believers” in our service.

	Anticipate questions: think what the next logical customer question will be and answer it proactively.
	Make the customer ask more questions to get their request handled.
	We should limit the amount of back-and-forth needed by the customer.





Instead of this, say that!
You may not have all of these verbal habits, but everyone says some of these things at times.
	Instead of…
	Say…
	Why?

	“Unfortunately, …”
	“As it turns out, …”
	Replace negative phrasing with neutral.

	“I don’t know.”
	“Off the top of my head I’m not sure, but I’ll find out for you.”
	Take ownership of their questions.

	“Don’t do x.”
	“If it’s alright with you, let’s do y first and then we’ll get back to x.”
	Partner rather than confront.

	“We can’t do x.”
	“While we can’t do x, what we can do is y.”
	Focus on the positive. Even if we can’t give them what they want outright, we can get them closer to it.

	“Vision doesn’t do x.”
	“While that isn’t our primary business, let me point you in the right direction to get more information/help you get this taken care of.”
	Replace negative phrasing with positive.

	“There is no problem; it’s working okay.”
	“What I see on my screen is…”
	Avoid making a customer feel like we’re dismissing their claims.

	(Returning from hold) “Are you still there?”
	(Returning from hold) “Thanks for holding, Name.”
	Assume the positive where possible.

	(over-apologizing beyond empathy; saying “sorry” in response to things the customer is not reporting)
	(what you have to say in a positive, constructive manner)
	Avoid planting this negative seed: “If he’s apologizing, he must have done something wrong.”

	(laughing when the customer has not laughed or told a joke themselves)
	(keep a positive tone and let the customer be the one to initiate laughter)
	People who don’t know each other are often uncomfortable and take things the wrong way. Laughing is frequently seen as sarcasm or as belittling their issue.

	(repeating yourself when the customer didn’t understand your phrasing the first time)
	(a new way to phrase the statement)
	A definition of insanity is repeating the same action and expecting different results.

	“Easy” or “hard”
	“Quick” or “complicated”
	Sidestep subjective interpretation. What is easy to us may not seem so to others.

	Customer “issues,” “cases,” or “tickets”
	Customer “requests”
	Better general term; not all requests are problems.



