customer drivers

CD they want... ..50 what can you do?
Wherever possible, offer the customer choice; ask for
their opinion and act on it if you can.

Ne) .. a sense of control,
= that they are not
s being fobbed off or
) manipulated
Find out what it is they want, and keep that in mind
n throughout; show how what you are offering helps
GE) achieve their outcome.
o) .. the results they
O expected.
.|_J
D
O
The Glad, Sorry, Sure approach can help. Give them
8 your full attention; recap, and check that they are
% o to be Seen as happy you are doing the best for them. Avoid
= important (I pay your | poyncing the customer.
e wages”) & treated as
Q such
£
Never marginalize any customer - they are ALL
" equally important. If anyone feels unfairly treated, find
9 | .. tobetreated as well | Ot why, and reassure.
- as any other customer
O
g
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CD

they want...

.50 what can you do?

friendliness

.. you to be friendly &
helpful
.. awarm & pleasant
experience

Treat them as you would want to be treated - or you
would want your family to be treated. That's always
down to you - however they are...

technical
competence

.. you to be an expert
in your field; be
competent. know what
you are doing & have
the correct
information

If you don’'t know, either find out, or find someone who
does. Make the effort to bring expertise to them,
rather than ask them to go to the expertise. Make sure
you are up to date.

understanding

.. to be kept informed,
to know what is
happening, especially
if left alone

Ever been on a train that’s stopped in the countryside
and you don’t know why, or how long for...? Make sure
you tell them what's happening, why, and how long it
will take - especially if on the phone. And if you say
you'll ring back by X, make sure you do. Deliver your
promises.

security

.. to feel safe & secure,
emotionally as well as
physically
.. they don’t want to
be afraid or at risk

Do what you can to reassure. If they seem anxious, try
to find out why, and do something to take the anxiety
(or apprehension, or fear) away.
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CD they want... .50 what can you do?
Treat customers as valued guests; make them feel
welcome; offer hospitality. Remember that customers
9 |de0|;%$§ﬁ;nse§ e are either part of your sales force, or your fiercest
@ | advocates; they want public critics.
9) to identify with you &
Ko) what you provide, & to
= recommend you
So be honest, reliable and trustworthy. Make sure they
know they matter.
)
17 .. you to be honest,
L reliable and
@) trustworthy
e
Do your best to identify then deliver specific parts of
o your service that are special or different or important
% . ' to your customer. A starting point is to ask: - how can |
c '.fgilzerrevécteotthhoetirls help? Is there anything else | can do for you? Another
o specific needs key skill is to listen to how they talk about the service,
%7 ' because that may help you identify what matters to
@) them. And finally, don't assume that what would be
most important to you is also what would be most
important to them: check...
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