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Good customer service is no longer good enough. In today’s extraordinarily competitive business world, the key to success is first-class, creative service that brings customers back because of the personal relationships you develop with them. 


You can offer enticing promotions and excellent prices to attract new customers, but if you don’t instill loyalty in your existing customers, your business won’t be profitable for long. 


The essence of excellent service is the creation of a seamless experience for each customer that runs like a well-maintained machine and meets that customer’s unique, personal needs — even when the unexpected occurs. 


At the heart of perfecting a superb customer service program is putting yourself into each of your client’s shoes. Really listen to their needs, anticipate their concerns and provide solutions to problems rapidly and proactively.


Here are some ways to improve your customer service program.

· Don’t take your customers for granted. Make sure they know they’re special and treat them that way. As soon as they feel unappreciated, their loyalty will vaporize.

· Understand that the customers pay your salary and make your job possible.

· Take the time to identify each customer’s needs. Don’t make assumptions.

· Show concern about what matters to each customer. Customers respond to good feelings more than to new products. Discuss their goals so you can anticipate their needs.

· Make it easy for customers to work with your company. Help them understand how they can simplify transactions.

· React to requests in a timely fashion.

· When something goes wrong, apologize, and let the customer know what you are doing to correct the situation. Then, thank them for bringing the situation to your attention.

· Solicit suggestions about how you can serve them more effectively.

· If your customer seeks advice about a product, don’t try to sell the item that improves your bottom line, sell the product that best meets your customer’s needs.

· Only make promises that you will keep.

· Always make sure the customer can reach a live person, if possible.  If not, return messages promptly.

· Train your staff to always be courteous, helpful, knowledgeable and flexible.

· Always strive to exceed expectations. Consider ways to give your customers more than they anticipate — a future discount, a free gift, unsolicited information about the product.

· Follow-up after completing a sale, and check back with them regularly to see how things are going.

· Don’t be satisfied if no one complains. Complaints are opportunities to improve what you offer. 


If you keep these simple points in mind consistently, your business will become known for its superlative attention to customers, who are, after all, your most important assets.  When you satisfy them, they not only continue to do business with you, they also recommend you to others.

TMT-EXCEL is a comprehensive resource for customized business telecommunications solutions, creating quality telecom programs, product design development and support for all businesses and industries.  An Authorized Distributor and Sales Associate for NEC, TMT-EXCEL has consistently met NEC's high standards in service, support and technical ability.  The team at TMT-Excel Communications is dedicated to providing our customers with comprehensive, cost-effective telecommunications solutions.
