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Keeping customers satisfied and ensuring they return to your company requires that you're
focused on your customers. To focus on your customers, you need to pay them your full,
undivided attention and minimize interruptions to your interactions with them.To focus on
customers, you also need to connect with them. Finding commonalities helps establish
connections, which are created and nurtured through communication and relationship
building.Finally, a positive and friendly attitude is helpful. By having a good attitude, you reduce
stress in yourself and in others. You also need to offer positive solutions to customers' problems.
In each case, either come up with a practical solution or validate and recognize the personal
nature of the customer's problem.Empathy enables you to connect with customers and build
good relationships with them. Empathy involves listening to, understanding, and validating
customers' feelings. Three techniques you can use to demonstrate empathy are to relate your
own experience, reflect people's emotions, and to normalize their responses.Relating your own
experiences is a way of reassuring customers that you have some understanding of their
situations, and places you on equal footing with them. To be effective, keep your stories brief and
relevant.Reflecting customers' emotions and problems back to them can be a very effective way
to convey understanding and shows a desire to be helpful. As such, it is a good way to set
distressed customers at ease and address their problems effectively.
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Rapport in Customer RelationshipsKeeping customers satisfied and ensuring they return to your
company requires that you're focused on your customers. To focus on your customers, you need
to pay them your full, undivided attention and minimize interruptions to your interactions with
them.To focus on customers, you also need to connect with them. Finding commonalities helps
establish connections, which are created and nurtured through communication and relationship
building.Finally, a positive and friendly attitude is helpful. By having a good attitude, you reduce
stress in yourself and in others. You also need to offer positive solutions to customers' problems.
In each case, either come up with a practical solution or validate and recognize the personal
nature of the customer's problem.Empathy enables you to connect with customers and build
good relationships with them. Empathy involves listening to, understanding, and validating
customers' feelings. Three techniques you can use to demonstrate empathy are to relate your
own experience, reflect people's emotions, and to normalize their responses.Relating your own
experiences is a way of reassuring customers that you have some understanding of their
situations, and places you on equal footing with them. To be effective, keep your stories brief and
relevant.Reflecting customers' emotions and problems back to them can be a very effective way
to convey understanding and shows a desire to be helpful. As such, it is a good way to set
distressed customers at ease and address their problems effectively.Normalizing responses lets
customers know their problems are normal and reassures them that they don't need to be hard
on themselves for getting upset.When you build rapport, your customers feel valued and value



their business with you. They're more likely to return to you and are likely to speak to others
about the service they receive.The strategies you can use to build rapport at each phase of the
customer relationship include paying attention, connecting with the customer, showing empathy,
and being positive.Internal Customer ServiceAlthough only some people in a company deal
directly with external customers, the way colleagues interact has an impact on the external
customers' experience of the company's services. Colleagues should think of each other as
internal customers and internal customer service providers.Identifying internal customer service
relationships involves analyzing work relationships. Your internal customers are the colleagues
who rely on you to get their work done and your internal customer service providers are the
colleagues who you rely on.Companies often implement initiatives on an organizational level to
promote understanding and cooperation between departments. However, individuals can also
take responsibility for improving their internal customer service.This process involves listing your
internal customers, getting to know their work processes and roles within the organization,
discussing your mutual expectations openly, and implementing any necessary action. The final
step involves getting feedback and reviewing the process so as to constantly improve internal
customer service.Developing an internal customer service attitude is the first and most
important step to improving internal customer service.It involves learning to see oneself as a
service provider and taking pride in that role, using common courtesy to create a healthy
atmosphere in the workplace, and looking for opportunities to exceed the expectations of
internal customers.Customer Service in the FieldThe on-site customer service process consists
of five stages – preparation, arrival, service, wrap up, and follow up. Following specific guidelines
during each of these stages can ensure that you provide professional, high-quality service that
leaves customers satisfied.Visits to customers pose specific challenges because they require
you to make use of effective interpersonal skills.Four guidelines help ensure your visits are a
success. Starting on a positive note sets the tone for the visit and establishes a personal
connection with the customer. When setting expectations, you let your customer know what
you're there to do and how long it'll take. Active listening involves fully focusing on what the
customer says, demonstrating your understanding, and asking for clarification whenever
necessary. You help customers understand your products by explaining your products or
services in a way that's easy to understand, patiently, and without using jargon.To provide
service excellence with customers you meet on site, you should start your meeting on a positive
note, set clear expectations, listen actively, and help your customers understand your
products.When you apply these strategies, your customers will be impressed with the quality of
your service.Customer Service over the PhoneBy applying basic rules of telephone etiquette,
you ensure you project a professional image over the phone. Specific rules apply for answering a
call, putting a customer on hold, transferring a call, and closing a call.To deliver outstanding
customer service over the telephone, you can use several techniques.These include minding
your tone of voice, listening actively to the customer, using customer-focused language, using a
range of problem-solving strategies to resolve the customer's problems, and mirroring a



customer's language.These strategies help you to put customers at ease, facilitating positive,
successful interactions in each call you handle.Customer Service Confrontation and
ConflictVery often, helping complaining customers isn't just about finding solutions for problems.
It may also involve defusing their feelings of frustration.Instead of trying to avoid responsibility for
a problem, you should try to be helpful, take ownership of the problem, and act as your
customers' point of contact for resolving it.You should avoid setting unrealistic expectations.
Don't criticize your company, colleagues, products or services. Rather apologize, promise to
investigate incidents, and focus on offering solutions rather than on how problems arose.Allow
your customers to vent their frustrations and respond with empathy and understanding,
validating their emotions. Give customers the benefit of the doubt and save differences of
opinion for discussion once they are feeling calmer.The first step in handling customers'
complaints is to defuse the frustration by allowing the customers to vent, listening with empathy,
and focusing on the customers through active listening.The next step is to investigate the
complaint by asking specific questions, taking responsibility for helping, generating a variety of
potential solutions, and getting back to your customer if necessary.Step three in the process is
agreeing on a solution. Make a point of offering alternatives. Welcome suggestions from your
customer, but don't lose control of the conversation. Set reasonable expectations, and don't
make promises you can't keep.The final step is to follow up with your customer to ensure the
solution worked. If appropriate, you should also follow up with your company to address faulty
processes or procedures.Handling customer complaints effectively fosters good customer
relationships and improves your company's image and reputation. It demonstrates care for your
customers and the desire to fix any mistakes. By defusing a customer's frustration, investigating
the problem, agreeing on a solution, and following up on complaints, you provide excellent
customer service.Shaping the Direction of Customer Service in Your OrganizationMoments of
truth are the defining moments in the interaction with a company that leave an impression on the
customer. In order to manage these moments and create a positive experience for the customer,
you need to adopt a systematic approach.The first step is to map the customer's experience and
divide it into segments, and then identify the crucial moments from each segment.You would
then research the customer's perceptions in order to find out what they would consider good
service. Next you would take action to improve any problem areas in order to turn negative
moments into positive ones.Finally you should plan regular reviews to make sure problems don't
resurface, and to take any changes in customers' needs and feelings into account.All companies
should have both service visions and service standards. Standards are closely aligned with
service visions. If properly maintained, they make your company reliable so that your customers
can expect service consistency.To create and implement service standards, you follow a simple
three-step process. First you identify all instances of customer interaction – service steps – and
break them down into the sub-steps forming each interaction. Then you pinpoint elements that
enhance the customer experience of each interaction. Finally, you convert these elements into
specific, action based, observable and customer centric service standards.In order for a



business to stay ahead of changes in its operating environment, it needs to implement a
dynamic customer service strategy and it needs to remain focused on the customers' changing
needs.To develop an effective service strategy, a business must carry out four steps. First it
needs to carry out a situational analysis, then it needs to identify its targets and value, and then it
needs to implement that value. The final step is to remain in tune with customers' ever changing
needs. This can be achieved by implementing and using Customer Relationship Management
systems, by monitoring, analyzing and responding to customers' feedback, by gathering and
reviewing information from word of mouth, and by creating dedicated customer insight
teams.CHAPTER ONEBuilding Rapport in Customer RelationshipsPaying attentionCustomers
tend to form judgments of your company based on the quality of their interactions with the
people working there. If the first person a customer encounters on walking into your shop is an
unfriendly assistant, the customer won't feel welcome, attended to, or comfortable. This first
impression will often persist even if every other staff member is friendly and provides excellent
service.Another common pitfall is when you're so absorbed in your duties that you consider
customers as distractions – or even annoyances. Every company, or individual, is accountable to
people who pay for goods and services. So, without them, your job couldn't exist.Finding new
customers is far more difficult and expensive than keeping existing customers. Also, customers
tell others about the type of service they receive. News of bad service damages your
organization, reduces profits, and may eventually cost everyone their jobs.If customers receive
good service, they will advertise on your behalf and your business is likely to grow.So how do
you create a positive experience for your customers? The secret of excellent customer service
lies in your ability to focus on the customer. Being customer-focused helps you build rapport,
which in turn leads to solid, positive, gratifying customer relationships. When you focus on your
customers, you show them they are important to you and you make them feel special.Your
customer-focused attitude should be consistent across the phases of building relationships with
your customers, whether you are meeting them for the first time or trying to cultivate and
maintain relationships with them.A few simple strategies help you to be customer-focused and
to provide excellent customer service. To demonstrate you're focused on your customers, you
need to give them your full, undivided attention, connect with them, and remain positive in your
dealings with them.See each strategy to find out more about it.Give your undivided
attentionGood customer service involves paying real attention to what customers want. If you
don't pay attention, you can't be sure of what customers want from you, or whether you're
satisfying their needs.Additionally, giving your full attention to people lets them know that you
value them and take their needs and wants seriously.Connect with your customersConnecting is
necessary for meaningful, satisfying interactions with customers and can be accomplished in
many different ways.When you feel connected to someone, you feel respected, cared for, and
comfortable with that person.People feel connected to you when they can identify with you or
feel that you share something in common with them.Be positiveBeing positive is about being
pleasant and affirming to interact with. It's also about finding effective ways to help people and



offering constructive solutions for customers' problems.How can you demonstrate to a customer
that he has your full and undivided attention? The answer is quite simple – stop what you're
doing and give your whole attention to the customer. If you're interrupted while speaking with
your customer, deal with the interruption quickly and focus on your customer again.See each
action to find out more about how to be truly attentive with customers.Stop what you're
doingWhen a customer approaches you, it's important that you stop whatever it is that you're
doing at the time. This shows the customer that he has your full, undivided attention.For
example, you should put down whatever is in your hands at the time, turn away from your
computer, or close any open files or books.Deal with interruptions quicklyTry to avoid being
interrupted when interacting with a customer. If interruptions can't be avoided, deal with them as
quickly as you can.For example, if you're busy with a customer, and you're forced to answer the
phone, explain to the customer that you'll simply take the caller's details and return to him. And
then do just that.Connecting and being positiveOnce your customer has your full attention, you
need to find ways to connect with her. Connecting with people is all about establishing a
relationship. Relating to people is easiest when you identify with them or recognize your
commonalities.To nurture connections with customers you need to find commonality with them.
You also need to say things that make people feel welcome and that assure them they mean
something to you. See each strategy for examples of behaviors that help you connect with
customers.Find commonalityA good way of connecting with people is to find things that you
have in common with them. This helps customers to identify with you and to feel comfortable
relating to you.To find commonalities, you need to listen actively to your customer with a genuine
interest and concern. And you need to pay attention to the customer's feelings, meaning,
intentions, and body language.When you find something you have in common, you can
communicate this to your customer, if appropriate. For example, you could comment on the fact
that both of you are left handed.Make people feel welcomeMaking people feel welcome is an
important way of connecting at all stages of building a relationship. Whenever you come across
customers, you should do something to make them feel welcome.At first contact, or when a
customer has just entered your premises, it's important to greet him. Smiling at people is one of
the most effective ways to make people feel welcome without needing to speak.For example,
when a customer first walks in to a room, he may feel ill at ease. If you smile at him, even without
greeting him, he feels acknowledged. He now knows he isn't intruding and is welcome to be in
the room.Show that people mean something to youWhen you mean something to another
person, you feel cared for and recognized. You know somebody else thinks about you.To show
customers that they mean something to you, you should learn their names and use them
whenever appropriate, such as when you greet or call them.Remembering information such as
customers' likes and dislikes or their personal details, gives your connection history and
significance. Making eye contact and actively listening also convey that other people are
important to you.For instance, if you know your customer loves antiques, you can call him about
some pieces you think he may like. This shows your customer that he matters to you.Angela is a



regular customer at an upmarket clothing boutique. Follow along as Sara tries to establish a
good connection with Angela by helping her find what she is looking for.Sara: Good morning
Angela, how are you today?Angela: Very well. Although I'm a bit worried that I won't find just
what I need for our work team-building weekend.Sara: I also battle to find the right thing
sometimes. What is it that you're looking for exactly?Angela: I need a new summer dress. Light,
comfortable, not too revealing.Sara: We've just got new stock in for the summer. You usually look
for simple cuts and natural fabrics, right?QuestionWhat does Sara do to establish a connection
with Angela?Options:1. She greets Angela by name and smiles at her2. She remembers what
kinds of clothes Angela usually buys3. She pays close attention to Angela and responds to her
anxiety about finding the right thing4. She compliments Angela appropriately5. She listens
actively by asking Angela for more information about her team-building weekendAnswer:Option
1: This option is correct. By using her customer's name and smiling at her, Sara makes Angela
feel welcome and important.Option 2: This option is correct. Sara remembers Angela likes
simple cuts and natural fabrics. Consequently, Angela feels that Sara is interested in her choices
and that their interactions are meaningful.Option 3: This option is correct. By relating her own
anxiety, Sara helps Angela identify with her. Option 4: This option is incorrect. Sara doesn't pay
Angela any compliments, although complimenting customers is one way to show warmth and
caring.Option 5: This option is incorrect. Although this would be one way to listen actively and
connect to Angela, Sara doesn't ask her about her team-building weekend.The third strategy for
focusing on your customers is to be positive and friendly. This attitude projects professionalism
and success. It builds and strengthens relationships by making you a pleasant person to do
business with.Do you lose your cool? Do you get cranky and nervous? It's often hard to be
positive or friendly in stressful situations. However, it's in these situations that being positive has
the most to offer.Being positive and friendly doesn't make problems go away, but it helps make
other people feel better. Staying positive can bring strength and reassurance to others. Stress is
thereby reduced, or even eliminated, enabling problems to be tackled more effectively.Your
positivity will reduce your stress levels as well. And, your apparent professionalism will enable
you to easily build rapport and strengthen relationships with customers, ensuring that they seek
you out for your expertise, positive demeanor, and relaxed approach.Being positive is more than
simply having a good attitude. It's also about offering positive solutions to problems. When you're
unable to help a customer, offer an alternative rather than simply saying no. Even when you have
to give people bad news, you can still offer positive solutions.For example, if a customer is
searching for a speciality item that you don't normally keep in stock, you could offer to order it for
him rather than simply saying that your store doesn't offer it.QuestionHow often do you find
yourself saying "no" to customers or telling them that you can't help? Options:1. Very often2.
Sometimes3. RarelyAnswer:Option 1: Naturally, not everyone can be helped all the time.
Perhaps your work often involves giving people bad news or otherwise disappointing
them.However, not all problems are practical ones. Sometimes a customer needs to have his
feelings or personal issues acknowledged. When you understand a person's problem more



accurately, you're better able to suggest a positive solution.Option 2: As a general rule, try to
avoid refusing customer requests. Offering alternative solutions isn't as difficult as it may seem.
Once you've identified and understood problems, you may be able to solve them easily.Option 3:
You're probably good at eliciting information from customers about what they actually need and
how they're feeling. You also seem able to offer positive solutions to their problems.When
problem-solving, always offer an alternative and reflect the customer's feelings and statements
back to him in your responses. Include reflection on the customer's feelings and a solution you
can try.How do you go about giving positive solutions to customer's problems, even when you
can't make the problems go away? Follow along as Sara tries to help Margaret.Margaret: You
told me the alterations on my dress would be ready today. What am I supposed to wear to the
show now?Margaret asks angrily.Sara: I did tell you they'd be ready, but unfortunately they're
not. I know how important the show is so I'll be happy to give you one of our rental dresses for
the occasion.Sara responds calmly and seriously.Margaret: I am so anxious, and this dress has
to look just right.Sara: I know the dress is important to you and I can see it's making you very
anxious. Perhaps you could try some of our dresses on right away. We have lots of dresses in
your size.Sara responds reassuringly.Margaret: Thank you so much. I really appreciate your
help. Margaret responds with relief.Sara has offered positive solutions to Margaret's problems.
She acknowledges Margaret's feelings, and offers practical solutions. Notice that she repeats
Margaret's problems back to her in her answers. The result is that Margaret is reassured that
Sara has her best interests at heart.QuestionWhat behaviors demonstrate a customer-focused
attitude?Options:1. When customers walk into the office, Maria always smiles and greets them2.
Frank, a hairdresser, spends a lot of time with his clients looking at haircuts to get a feel for what
styles they want3. Pedro makes a point of looking away from his e-mails whenever he takes a
customer query call4. When a client complains about a late delivery, Gloria says she
understands his frustration and offers a discount on his next purchase5. Pamela always calls her
customers "Sir" or "Madam"6. Tiko loves multi-tasking and often helps several customers at
onceAnswer:Option 1: This is a correct option. By smiling and greeting customers, Maria makes
them feel welcome and establishes a connection with them.Option 2: This is a correct option.
Frank listens actively and pays attention to what his customers actually want. This makes him
customer-focused, enabling him to give people haircuts that suit their styles.Option 3: This is a
correct option. By removing the possibility of being distracted by e-mails, Pedro is able to give
customers his full attention when they phone him.Option 4: This is a correct option. By offering
solutions to people's problems, Gloria stays positive. This helps her to be customer-focused and
build rapport, even with people who seem hard to please.Option 5: This is not a correct option.
Pamela is being polite and formal, rather than connecting with her customers.Option 6: This is
not a correct option. Tiko doesn't give any one customer his full attention, so he can't build good
rapport with his customers.EmpathyThink about a time when you were a customer and the
employee you were dealing with really listened to you, reassured you, and explained to you what
you needed to know. How good did it feel? It is this type of connection that this topic focuses on.



With this type of connection, you build rapport and create solid and gratifying customer
relationships.Listening to and understanding a customer's feelings is a fundamental element of
rapport. This is known as having empathy. Empathy validates your customers' feelings and
shows you really connect with your customers and find them valuable.Using empathy, you listen
for the meaning hidden in your customers' messages, acknowledge their emotions, and provide
care to them. This helps customers to feel good about you and about themselves.To provide
empathy sincerely, you need to put yourself in your customers' shoes. This provides insight into
their fears, frustrations, confusions, and annoyances, and helps you find a way to put them at
ease.Sincerely acknowledging a customer's negative emotions defuses those emotions. This in
turn helps your customer feel better and respond more positively to a difficult
situation.Depending on the situation, there are different approaches to demonstrate you
understand your customers' feelings:relating your own experienceshowing understanding of
what customers are feeling by reflecting their emotions, andnormalizing their difficulties so they
don't feel as though they are the only ones who have ever experienced the problem or
situationRelating your own experienceIn situations you're familiar with, and where you've
experienced similar emotions, it's helpful to share your experiences with your customer. This
shows that your interaction is between equals and that you have some expertise in dealing with
the issue. However, it's important to keep your story brief and your examples relevant.See each
guideline for more information on how to relate your own experience.Keep it briefIf you tell long
and involved stories, you begin to make the situation about you rather than your customer. Also,
you show a lack of respect for your customer's time. So when relating your own story, always try
to keep it brief.For example, saying, "I had the same problems when I used my credit card online
the first time" is helpful. But relating what you were trying to buy and giving details of the online
store and the bargain you could have missed is not very useful.
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