	Gold Standard for                      Customer Service

Rule I- Be Reliable: Do what you say you are going to do; do it when you say you’ll do it; and do it right the first time.

Rule II- Be Responsive: Act fast and consider the human side.

Rule III- Make Customers Feel Valued:  Make all customers think they are most important.

Rule IV –Be Empathetic:  Understand the customer’s situation and feelings.

Rule V- Be Competent:  Have the first person contacted take ownership of the problem and be responsible for getting it solved.


	Problem Solving Techniques

        (Remember RESPECT)
R – Repeat – restate the problem

E – Empathy – apologize 

S – Solution – solve the problem
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