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Copyright Notice - Please Read

The contents of this electronic book (text and graphics) are protected by international
copyright law. All rights reserved.

The copying, reproduction, duplication, storage in a retrieval system, distribution
(including by email, fax or other electronic means), publication, modification or
transmission of the book are STRICTLY PROHIBITED unless otherwise agreed in writing
between the purchaser/licensee and Management Pocketbooks.

Parts of this electronic book may be printed out by the purchaser/licensee, for their
personal use only. Multiple printing/photocopying is STRICTLY PROHIBITED unless
otherwise agreed in writing between the purchaser and Management Pocketbooks.

If you are in any doubt about the permitted use of this electronic book, or believe
that it has come into your possession by means that contravene this copyright notice,
please contact us.
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To help you move around this e-Pocketbook we have included a full ‘Table of Contents’,
with links that take you instantly to the chapter or page of your choice. Be sure to reveal
the Table of Contents within the navigation pane (sidebar) of your file viewer.

In addition, we have embedded links within the book itself, denoted by coloured
arrows | and text that is underlined (or highlighted). These embedded links will get you
swiftly from the Contents page to a specific chapter and from cross-references to other
parts of the book. A link at the foot of the page |4 will get you back to where you started.

Other features that will help improve your reading experience include word search,
zoom, page view options and printing (see Copyright Notice on the previous page).

It is well worth spending some time familiarising yourself with your document viewer
in order to get the best from this e-Pocketbook.

Enjoy your reading!
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WHAT IS CUSTOMER SERVICE?
DEFINING CUSTOMER SERVICE

Customer service is simply another term for helping customers.

It might include:

Helping customers to find products or services

Advising customers on which products are most suitable for them

Finding the answers to customer questions about your products or organisation
Giving customers advice on how to use a product

Helping customers to complete a purchase

Responding to after sales queries

Receiving and resolving complaints
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WHAT IS CUSTOMER SERVICE?
PUTTING CUSTOMERS FIRST

Customer service is sometimes called customer care, because it's about looking after
customers, and putting their needs first.

Good customer service is about:

e Treating customers with respect and thinking of them as people the organisation
might be able to help with its products and services, rather than just ‘people to be
sold stuff’

e Learning what each customer needs, and helping to find products or services to
satisfy those needs

e Being supportive and offering help after the sale, and not rejecting requests for help
once the money is in the till

e Making customers happy with what they buy, and how they’re sold it
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WHAT IS CUSTOMER SERVICE?
CUSTOMER CONTACT

Customer service matters because everybody in every organisation:

e Either helps customers directly
e Or helps colleagues (internal customers) who serve the customer

This book is for people who work in:

e Businesses supplying goods or services
e Governmental and public sector organisations
e Voluntary organisations

...because they all have customers.
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