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Customer Service
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Tips, Tools, Tactics and Rules to Help You Deliver Amazing Service
to Every Customer Every Time with No Exceptions and No Excuses!



Amazin

The Amazing Customer Service Toolkit

CONTENTS
WHAT IS THE AMAZING CUSTOMER SERVICE TOOLKIT?.....coviiiiiriiierecnnssnesnanneenns 3
ABOUT THE AUTHOR: KEVIN STIRTZ........cooiiiieetmmrrriinsssssnss s ssnsssssssss s ssssssses 3
1. WHAT IS AMAZING SERVICE?......ooiiiiiiiniiriinis s nssss s sss s s sssss s 4
2. SIX STEPS TO MORE LOYAL CUSTOMERS ..........o oo sssss e 4
3. TO IMPROVE CUSTOMER SERVICE, FIND A ROLE MODEL .........ccocociniiimrinnnenninns 8
4. FOUR THINGS ANY COMPANY CAN DO TO IMPROVE CUSTOMER SERVICE ............ 10
5. FIVE STEPS TO INCREASE CUSTOMER LOYALTY ....cccoiiiiirrinsrernnssne s nsssne s 13
6. WHAT REAL CUSTOMERS SAY ABOUT CUSTOMER SERVICE..........ccciiiiiiinnnnneeen 15
7. USE THE FIVE P'S TO KEEP CUSTOMERS COMING BACK .........cccocciniimmmnnnninnneninnns 17
8. DETAILS KEEP YOUR CUSTOMERS LOYAL .......cccciimtmmrrrrinnssssssss s nsssssssss s 19
9. HOW TO BE AN AMAZING LISTENER ........cccooimiitirnnnrin s nssn s ass s 20
10. EIGHT EASY STEPS TO BETTER LISTENING.......iiirenssnnnn s 21
11. HOW TO HANDLE CUSTOMER COMPLAINTS.......ccccoiiirrrnsnre s ssnnes 21
12. WHAT DO CUSTOMERS REALLY WANT? ....cerrrerrnnnnsssss s ssssssss s nnnsnnns 22
13. THIRTY-THREE AMAZING CUSTOMER SERVICE TOOLS. .........ccccinimirirnnrrenanne 23
HOW TO PUT THIS STUFF TO WORK......ooiiiiiiitrrrrr s nssssss s ssnnnes 24
NEXT STEPS TO BETTER CUSTOMER SERVICE.........ccccconiimirinnnesnnesnsennnne 24

Kevin Stirtz, The Amazing Service Guy  www.AmazingServiceGuy.com
1-952-212-4681  Copyright 2008 Kevin M. Stirtz, All rights reserved  kevin@amazingserviceguy.com

Page



ANazi

The Amazing Customer Service Toolkit

What is the Amazing Customer Service Toolkit?
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1. What is Amazing Service?
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Here’s even better news:
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2. Six Steps to More Loyal Customers
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1. Ask your customers what they want.
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2. Tell your customers what to expect.
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3. Create easy ways for your customers to offer feedback.
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4. Listen to what your customers say.
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5. Act on what your customers tell you.
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6. Repeat.
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3. To Improve Customer Service,
Find a Role Model

C " o % !
! “if you want to improve
customer service in your company, get a role model” 1%
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1. Publish your Amazing Service standards.
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2. Record your role models in action.
0] !

, I Note:

3. Have regular coaching and role playing sessions.
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5. Reward employees for noticing when other employees
deliver Amazing Service.
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6. Get your customers involved.
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4. Four Things Any Company Can Do to Improve Customer
Service

& [ Fr-

Kevin Stirtz, The Amazing Service Guy  www.AmazingServiceGuy.com
1-952-212-4681  Copyright 2008 Kevin M. Stirtz, All rights reserved  kevin@amazingserviceguy.com

Page <=



AMiial

The Amazing Customer Service Toolkit

, ! "

) P )
) &

2. Get customers involved in creating customer service
standards.
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3. Get employees involved in planning and implementing customer service standards.
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4. Leadership must show everyone customer
service is a priority.
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5. Five Steps to Increase Customer Loyalty
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1. Serve your customers.

2. Connect with your customers.
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3. Have fun.
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4. Be flexible.
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5. Make them happy.
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6. What Real Customers Say About Customer Service

ko

What is great customer service? It happens when employees:
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What is lousy customer service? It happens when employees:
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7. Use the Five P's to Keep Customers Coming Back
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1. People
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2. Products (Includes Services)
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3. Policies
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“it's easier to break a rule when you
understand it”
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4. Procedures
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i @i~ 8. Details Keep Your Customers Loyal
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At the doctors office: "Please have a seat and we'll call you when
the doctor is ready.” (Will that be today?)

The cable company: "We'll be there sometime next Tuesday morning.” (Who has time to waste an
entire morning?)

The grocery store: "It's in aisle 8.” (Along with 2,000 other items!)
At the airport: “"Gate 5 is that way.”

A D 4 "D /"' ¢
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9. How to Be an Amazing Listener
Listening Skills Evaluation — Rate yourself on the following listening skills

When talking with another person... Always | Often | Sometimes | Never
< ; 5 6
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66 | "t

65

Scoring Chart:
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Managers: ) (
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10. Eight Easy Steps to Better Listening
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11. How to Handle Customer Complaints
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1. Listen completely.
Tz D ) 1z D . ) /! %
1 B !
2. Let them vent.
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3. Apologize and mean it.
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4. Ask them how you can make things right. Then do more.

“"Mr. Smith, of course your meal tonight is on the house. But I'd also like to buy you and your
family dinner the next time you join us. Would that be okay?”
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5. Assure them you'll fix the problem.

6. Thank them.
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12. What Do Customers Really Want?
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13. Thirty-Three Amazing Customer Service
Tools
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How to Put This Stuff to Work
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Here are some discussion starters:
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Next Steps to Better Customer Service
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