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Supply Chain Management

• The single most important thing to realize about any enterprise is 
that there are no results inside its walls. The result of a business is a satisfied 

customer.

• Peter Drucker

Presenter Notes
Presentation Notes
Each and every one of us serves customers, whether we realize it or not. Maybe you’re on the frontlines of a company, serving the people who buy your products. Perhaps you’re an accountant, serving the employees by producing their pay checks and keeping the company running. Or maybe you’re a company owner, serving your staff and your customers.
This workshop will look at all types of customers and how we can serve them better and improve ourselves in the process.




Let’s Talk About It
• What customer service means
• Identify customers needs
• Dealing with difficult 

customers
• Taking customer service to the 

next level
• Creating your brand
• Connect with customers

Presenter Notes
Presentation Notes
Research has consistently demonstrated that when clear goals are associated with learning, the learning occurs more easily and rapidly. With that in mind, let’s review our goals for today.
By the end of this workshop, you should be able to:
•	State what customer service means in relation to all your customers, both internal and external
•	Recognize how your attitude affects customer service
•	Identify your customers’ needs
•	Use outstanding customer service to generate return business
•	Build good will through in-person customer service
•	Provide outstanding customer service over the phone
•	Connect with customers through online tools 
•	Deal with difficult customers




I’ve learned that people will forget what 
you said, people will forget what you did, 
but people will never forget how you 
made them feel.

- Maya Angelou

Presenter Notes
Presentation Notes
Research has consistently demonstrated that when clear goals are associated with learning, the learning occurs more easily and rapidly. With that in mind, let’s review our goals for today.
By the end of this workshop, you should be able to:
•	State what customer service means in relation to all your customers, both internal and external
•	Recognize how your attitude affects customer service
•	Identify your customers’ needs
•	Use outstanding customer service to generate return business
•	Build good will through in-person customer service
•	Provide outstanding customer service over the phone
•	Connect with customers through online tools 
•	Deal with difficult customers




Something 
to Think 
About

What are your customer service 
strengths?

What are your customer service 
weaknesses?

The goal is to provide a stellar customer 
experience with each customer 
interaction.

Our job is to create value and promote 
high levels of customer satisfaction.

Presenter Notes
Presentation Notes
•   What contribution do you make to customer service?
What would you like to change so that you could provide better customer service?
•   What are your customer service strengths?
•   What are your customer service weaknesses?





What Is 
Customer 
Service?

Customer service is the 
provision of service 
to customers before, 
during, and after an 
interaction.

Presenter Notes
Presentation Notes
Customer service is one of the true business essentials. Everyone remembers the bad customer service they have had, and most will also remember instances of good customer service. The importance of customer service is recognized by all successful businesses, because it is possibly the number one element in customer retention. If you want to ensure that you get repeat business, looking out for the wishes and needs of your customer base is essential. How you go about providing it is up to you, but there are certain elements which remain the same whatever the nature of your business. These are the principles of good customer service.

Whenever a customer makes a purchase, they will have priorities as to what makes their experience a positive one. Obviously the first priority is that they get whatever they have purchased from the point of purchase to their home. If it is a small item that they can take with them, the business’s responsibility is to see to it that the item is packaged and presented in a manageable, portable fashion with a minimum of waiting. However, customer service begins before this. When a customer enters the store or the showroom to find what they are looking for, they may require the attention of staff to enable them to find it. Some customers just want to browse. Staff is required to ascertain what a customer wants how they want to go about it and whether they will need any help.

Customer service can be defined as any action you take to ensure that a customer is pleased with the transaction on a long-term basis. This includes “after sales service”, which entails ensuring that the customer leaves the point of sale with the item that they were looking for, within the period of time that they intended to spend sourcing it, and then has no problems using it. It is easy enough to ensure a customer goes away from the point of sale with the item they had come to purchase. Ensuring that they are happy going forward may require more care and attention, and this is where after-sales service needs to be at its highest level. Pre-sales, after sales and point-of-sale service are all essential elements of customer service.




Who Are 
Customer Service 
Providers?

• It could be argued that every member or staff 
within an organization has an element of 
customer service provision within their 
responsibilities.

• In any business, a customer service provider is 
someone whose performance of their role is 
important to the overall result for the customer. 

Presenter Notes
Presentation Notes
Given the importance of customer service, it will inevitably be the case that any company will have to place a strong focus on ensuring that the people within the business do their jobs as required. Any organization or institution may have several layers of staff responsibility, and the jobs done by these members may vary considerably. What they all have in common is their importance to a business lies in their ability to do what is required, and how it should be done. Just about anyone can get one of these elements right, and most will be able to do two. Customer service providers have to get all three.

In any business, a customer service provider is someone whose performance of their role is important to the overall result for the customer. Most customers will not care much for what happens behind the scenes in a company, so long as they are able to count on their needs being fulfilled. It is therefore the focus of every member of staff to see to it that their job is done without it being necessary for urgent action to be taken. The element of customer service that most customers will notice in any given transaction is that which happens in full view – how the sales people speak to them and how their enquiry is dealt with. But to get to that point, a number of other things also need to be done correctly.

It could be argued that every member of staff within an organization has an element of customer service provision within their responsibilities. It may be something as simple as ensuring that stock is placed where it needs to be placed. It may be something that appears to be entirely divorced from the sales service, such as the work of a security guard who ensures that the store is secure at all times so that everything runs smoothly. One way or another, all of these will impact on the customer experience, and getting it wrong will mean that a company is failing to provide customer service at the level that is expected of them.




The greatest discovery of my generation is that human beings 
can alter their lives by altering their attitude of mind.

William James



Establishing 
Your 
Attitude

We might all define customer 
service a little 

differently, but we can all 
agree on one thing: to 

provide great customer 
service, you need to put 

energy, empathy and 
enthusiasm into your 

interactions with customers. 
Great customer service 

begins with a great attitude. 

Presenter Notes
Presentation Notes
Customer service means different things to different people. To some it means going beyond what’s expected of you. To others it means adding value and integrity to every interaction. To others it means taking care of customers the way you would take care of your grandmother. We might all define customer service a little differently, but we can all agree on one thing: to provide great customer service, you need to put energy and enthusiasm into your interactions with customers. Great customer service begins with a great attitude. 



Attitude is Everything

• Remain adaptable and 
readjust your sails

• Your approach is critical
• Your tone is crucial
• Words are heard and attitudes 

are felt
• Attitude is the difference 

between success and failure 
regardless of how talented 
you are.  

“Attitude is a little thing 
that makes a big 

difference”
- Winston Churchill



Develop a positive attitude.
• Your attitude is reflected in everything you do. It not only determines 
how you approach your job and your co-workers, but it also determines 
how they respond to you. Avoid complaining. Do whatever it takes to get 
the job done—and done right.

Solve problems.
• Great customer service providers are quick on their feet. Don’t 
procrastinate, develop a plan of attack, and handle the situation as quickly 
and efficiently as possible.

Identify and anticipate needs.
• The more you know your customers the better you become at 
anticipating their needs. Communicate regularly so that you are aware of 
problems or upcoming needs.

Customer Service Provider

http://www.success.com/article/why-your-attitude-is-everything


Customer Centric
Putting our customer first
Understand our customers’ expectations
• Know what our customers are expecting and know how to manage those 
expectations. Set realistic expectations by controlling our messaging, don’t 
promise the world if you do not have the world to give. There is no better way to 
create a bad customer experience than to not meet expectations.

Customer loyalty
• Create a brand that customers relate to, this will encourage customers to trust 
you and this will create a loyal customer base.

Make customer interaction simple and easy
• Make interactions as easy as possible for the customer.  This prevents the 
customer from being frustrated before they contact you.
• Make sure customers are the core of our business in order to provide a positive 
experience and build long-term relationships.



Customer 
Service 
Provider and 
the Internal 
Customer

Set clear expectations:
• As a provider of service, we are 

responsible for setting clear guidelines 
about what internal customers can 
reasonably expect. 

• Last minute requests and deadlines are 
inevitable. 

• When you encounter unrealistic 
expectations, explain your workflow, 
priorities, processes, and timelines. Then, 
reinforce your goal is to provide top-notch 
service for them.

Always keep customers informed on project 
progress:
• Nobody likes to be blindsided by delays or 

last minute requests for additional 
information. Err on the side of over-
communication. 

• Always provide the requestor with a status 
update,  and when you plan to complete 
the rest of the project.

http://www.forbes.com/sites/kenmakovsky/2012/08/02/over-communicating/


The Power of a 
Smile

• Friendly 
• Positive experience
• Welcoming

Presenter Notes
Presentation Notes
Often opinions differ on what constitutes a strong approach to customer service. There are some who would argue that efficiency is everything – providing the customer with what they require, when they require it without them needing to ask for it. The overall impression that this method aims for is that things happened without anyone needing to try, as if by magic. This means that courtesy counts for an increasing amount in customer transactions.

Being positive and friendly in customer interactions plays a major part in ensuring that a customer walks away from the experience having felt that everything was done in a way that suggested the customer is valued.  In this respect, a smile can make a world of difference to how the customer feels about their treatment, and about the business in general.

Having a smile on our face makes us look more welcoming. It is something that cannot be overestimated as a customer service and retention tool. If you were to walk into a store, and saw two sales assistants – one who looked cheerful and open and one who looked like they had just opened an overdue credit card bill – instinct would dictate that you approached the cheerful one should you need assistance. Therefore in dealing with customers we need to be alert, friendly, and personable. 



Excellent 
Communication

• Verbal
• Written
• Non-Verbal

Presenter Notes
Presentation Notes
So, what is communication?  Communication means relaying thoughts or ideas to another person.  Communication is broken up into three categories: verbal, written, and nonverbal. Every good relationship depends on great communication.  Being able to effectively communicate with one another is an important asset on any team.  Most problems in a team dynamic are due to poor communication.  Most of the time these problems are because of a misunderstanding, where someone didn’t communicate effectively.



Stay Energized
• Stay engaged.

• Take a walk, even if it’s just to the 
restroom.

• Drink a glass of cold water.

• Be sure to eat a good breakfast and 
lunch.

• Find the humor/laugh at yourself.

• View negative situations as learning 
opportunities.

Presenter Notes
Presentation Notes
We all experience low points during the course of the day, but there are ways to boost your energy when it is lagging.
Take a walk, even if it’s just to the restroom.
Drink a glass of cold water.
Be sure to eat a good breakfast and lunch. 
Plug into others – being with energized people, keeps you energized!
Listen to up-beat music.
Try to stay humorous.
A working day usually stretches from around 8-9 AM and goes on until approximately 5 PM. Though there is some movement in these times, the typical structure of a staff timetable is that a working day will extend to around eight hours, and will involve some short breaks in between times. The importance of this information is that it can be difficult to maintain a positive demeanor for eight hours straight, especially if you are thinking about matters beyond the workplace. Eight hours of appearing positive and upbeat can be the hardest part of a job, without even considering the brass tacks of the job – ensuring that the customers are seen to.
It is essential in this respect that anyone in a customer-facing job approaches their day in a sensible, structured fashion which allows them to get the most out of themselves. Staying energized is often difficult, but as long as you develop a routine for dealing with the difficult events, then you can find a way to deal with even the dreariest day. There will be times during a working day when you would like nothing more than to go and get your jacket and walk out the door. However if we all did that whenever we felt like it, the chances are that we would mostly be out of a job.

It is essential to find something that allows you to break out of the “lows” that anyone will experience during a working day. These lows are common to all of us, and we all have different ways of dealing with them. One of the most commonly used methods of shaking out of this kind of torpor is a “change of scenery”. If you have a moment and can leave the shop floor, it is beneficial to get up and go somewhere else for a moment. Maybe it will be something as simple as going to get a drink or get some fresh air. Whatever you do, it should be vastly preferable to scowling at every customer who simply asks you the price of a certain item.

It should also be noticed that making the effort to have breakfast in the morning – even if you feel as though eating is the last thing you want to do – can be of huge benefit. It allows you to maintain energy through the morning, which for many people is the hardest time of say to stay positive. It may be a cliché, but making sure that you don’t skip breakfast can go a very long way to keeping you energized through the day.




Understanding the 
Customer’s Situation

• Allow the customer to 
communicate before jumping in 
and Interrupting.

• Don’t listen to respond, listen to 
understand. 

• Identify their needs.
• Let the customer guide you.
• Learn from experience.

Presenter Notes
Presentation Notes
Customer needs are usually fairly self-explanatory, at least on a basic level. Judging on the basis of what your business is, there are often only a few things they can possibly be looking for. What is essential, though, is that you allow the customer to communicate their needs to you rather than attempting to tell them what they need. They know what they need, and that’s why they are here. Any attempt by you to project something on to them is simply going to be taken in a bad way, and is as likely to hurt your sales as anything. Where you can help them is in explaining how those needs can best be met.

Customers will come in many different forms, and each of these forms will present certain challenges. There will be some customers who are very clear about what they want and need, and will put up with very little sales patter from a salesperson. There are others who have only the vaguest idea of what they want to buy, and will essentially give you a rundown of their needs and ask you to fill in the blanks. There are some who will have a lot of questions, and others who will simply want you to do what they ask. In the first few sentences a customer says to you, you will be able to identify their needs or situation, and can operate from there.

The more time you spend in a customer facing role, the more you will learn about the kinds of customer, and the different needs that they have. You will become adept at learning what a certain customer wants from you, and will be able to identify the way the situation will go without needing to ask too many questions. The benefit of experience is in how it allows you to make quick decisions and satisfy the customer in an efficient and courteous manner. It is often said that there are no bonuses or statistics for customer service, but it is customer service that will bring the most sales and the most repeat business.




Meeting the Customers
Basic Needs

• Friendliness 
• Understanding the 

need and empathy
• Fairness
• Control the situation 

• Customers are looking 
to you for guidance

• You are the SME
• Options and 

alternatives
• Be informative
• Trust

Presenter Notes
Presentation Notes
At a minimum, we should be sure that we are meeting customers’ basic needs.
•  Friendliness: Friendliness is the most basic of all customers needs, usually associated with being greeted graciously and with a smile. We all want to be acknowledged and welcomed by someone who is glad to see us. A customer should never feel they are an intrusion on your work day.
•   Understanding and empathy: Customers need to feel that we understand and appreciate their circumstances without being negative or judgmental.
Fairness: We all need to feel we are being treated fairly. Customers may get annoyed and defensive when they feel they are subject to unfair treatment. 
•   Control: Control represents the customers’ need to feel they have an impact on the way things turn out. 
•   Options and alternatives: Customers need to feel that other avenues are available to getting what they want accomplished. They realize that they may be in unchartered waters, and they depend on us to be “in the know”. 
•   Information: Customers need to be educated and informed about our   processes and the status of their requests.  They don’t want us leaving anything out! 

Every customer that we interact with provides us with a chance to provide excellent customer experience. Every customer will have certain needs that have to be met in order to feel that they can walk away from a interaction satisfied.. The customer’s needs fall into two main categories – basic needs and specific needs. 
Basic needs are those needs which are absolutely essential to the transaction, the customer’s reason for coming to the store in the first place. Their basic need may be something quite specific or something vague which they need your help to concretize. A basic need might be something like “I really need a GPS system for my car, can you help?”, or equally it could be “I am having problems keeping my car windshield clean, what would you suggest?” Over and above this there may be additional things that they need, but the basic requirement is the thing that they state in their approach to you.

Meeting these needs is absolutely essential, and the important thing is that no matter how large or small those needs are you meet them with the same enthusiasm and manners. 



Going the 
Extra Mile

• Use the customers name when 
speaking with them.

• Learn about their role and 
their department.

• Return calls promptly.
• Respond to emails in a timely 

manner.
• Do follow-up calls to ensure. 

their issues were resolved.

Presenter Notes
Presentation Notes
Once you have met that customer’s basic needs, what could you do to show that you are committed to providing the best service possible?
Try these simple tasks where applicable: 
•	Remember someone’s name and use it frequently in conversation
•	Remember what someone has purchased
•	Learn your customers likes and dislikes
	Learn about the products and services that you are providing
•	Contact your customers regularly
•	Put their needs high on your priority list
•	Be available to meet his/her needs
•	Follow up when you say you will
•	Be organized and thorough
•	Return customer calls promptly
•	Demonstrate you want to fulfill their customer needs

Customer service is not just about giving the customer what they ask for. Many people who provide customer services will express the importance of providing to a customer, things over and above what they had asked for – things which, although they may not be “needs” in the sense of things that are absolutely necessary, are certainly nice to have. This is what people call “going the extra mile” – you have taken the transaction to its destination, and now you can take it that little bit further by showing an extra touch to your customer service that the customer will remember the next time they need something.

Going the extra mile is important for the very reason that it is not necessary. The customer will remember the things that someone did for them that were completely unexpected, that another organization or salesperson might not have done. The thing about providing customer service above and beyond is that it allows you to show just how good you are at giving the best customer service. It is easy to provide a certain, expected level of customer service – by many people’s estimation it is a minimum consideration. It is the extras that will make the difference, much of the time.

As far as those extras go, it can be something as simple as carrying the item which has been purchased out to the customer’s vehicle. It might be something as small as writing a thank you note, to recognize that the customer had a wide range of places to choose from, and appreciate that they chose you. Whatever the case, it is important to consider how you can best provide the customer with not only what they need, but something extra which will stay in their memory for some time.




Telephone 
Etiquette

• Answer promptly.
• Speak clearly.
• Identify yourself.
• Actively listen and take notes.
• Only use speakerphone when necessary.

Presenter Notes
Presentation Notes
Customers expect a courteous, helpful experience when they call us. Reviewing the basics of telephone etiquette can remind us about what it takes to provide the kind of response that customers expect.
Telephone etiquette:
•  Answer promptly, on the third ring at the latest.
•  Before you pick up the phone, end any conversation you are having.
•  Greet the caller, identify yourself, and ask if you can help.
•  Speak clearly in a pleasant, upbeat tone of voice. Avoid speaking too quickly. (For discussion: what message do you send if you speak too quickly?)
• Give the caller time to explain the reason for the call. Don’t interrupt. Don’t sound like you’re in a hurry.
•  When you need to put someone on hold, ask first: “Can I put you on hold for just a minute?” After you return to the line, thank the customer for holding.
•  When you end a call, let the customer hang up first. This will ensure that you don’t cut the customer off prematurely.




Technology and 
Customer Service

• As you know, a great deal of 
customer interactions are taking 
place virtually. 

• To provide excellent virtual 
customer service, you need to 
understand what works and what 
doesn’t work, and how to make the 
most of the tools that are available 
to you. 



E-Mail Proper-Use Guidelines
• Organize your thoughts.
• Use the subject line effectively.
• Keep the message brief and to 

the point.
• Be conscious of the tone.
• Maintain professionalism.
• Use short paragraphs and blank 

lines between paragraphs.
• Proofread the message before 

hitting “Send.”
• Include a signature block.



On-site Meeting Etiquette

• Be punctual.
• Come prepared.
• Know the meeting participant(s) and dress accordingly.
• Speak loud and clear so you do not have to repeat yourself.
• Actively listen and participate.
• Be attentive to your nonverbal cues.

• Body language and facial expressions
• Wait for your turn to speak, do not interrupt.
• Follow the agenda (stay on task).
• Put away technology and stay engaged in the meeting.



Virtual Meeting Guidelines
• Prepare ahead – test technology
• Stick to time
• Dress appropriately
• Have a clear background
• Try to avoid distractions
• Do mute yourself when not talking
• Speak to the camera
• Use the Keyboard less
• Minimize body movement
• Avoid eating
• Protect sensitive information
• Wrap up professionally
• Email a meeting recap to the participants if 

needed.

https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#2_Prepare_ahead
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#3_Stick_to_time
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#4_Dress_appropriately
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#5_Have_a_clear_background
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#6_Try_to_avoid_distractions
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#8_Speak_to_the_camera
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#9_Use_the_Keyboard_less
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#10_Minimize_body_movement
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#12_Avoid_eating
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#14_Protect_sensitive_information
https://rigorousthemes.com/blog/virtual-meeting-etiquette-guidelines-ground-rules/#15_Wrap_up_professionally


People don’t want to communicate with an organization or a 
computer. They want to talk to a real, live, responsive, 
responsible person who will listen and help them get 

satisfaction.

General George S. Patton



Turning Difficult 
Customers Around

The important thing to keep in mind 
when dealing with a customer 
complaint is that losing your 
patience with the customer will 
never lead to a satisfactory 
conclusion.

Presenter Notes
Presentation Notes
Over time, you and your coworkers have probably developed some effective ways of dealing with challenges that come up in dealing with difficult customers. Sharing those ideas can benefit everyone.
The seven situations of difficult customers (and suggested ways of dealing with them) are:
You don’t know the answer to a customer’s question (Tell the customer that you don’t know the answer, but you will find out)
You have to say no to a customer’s request (Explain why you have to say no; offer alternatives)
Your computer is working slowly and the customer is getting impatient (Tell the customer your computer is working slowly; keep the customer informed about what’s happening)
The customer makes an unrealistic request (Explain what alternatives you can offer)
The customers doesn’t seem to believe you (Offer to show proof or backup information)
The customer is angry (Stay calm; acknowledge the customer’s feelings)
The customer doesn’t want to give you the information you need (Explain why you need the information)
Although the saying goes that the customer is always right, there can often be a lot of space between knowing that the customer is “right” and accepting that they have a point. It can often be extremely frustrating dealing with certain customers, especially those who show limited understanding of your situation. Sometimes, due to the limitations of your job, a customer will present you with a request that you simply cannot deliver on. They may well become insistent on the subject, and in some situations customers have been known to become abusive. Dealing with this as a customer service provider can be difficult, but it is one of those challenges that makes you or breaks you in the role.
Sometimes customers are of the belief that a customer service provider is all-powerful. The belief seems to come from the fact that, as an employee of the company, you will have some access to the inner workings of the company. Frequently the extent of a complaint will be that “this doesn’t work and I want a new one/this one to be fixed/my money back”. Their displeasure will be clear, and may even shade into anger. Trying to defuse a situation like that is always a challenge, and requires a great deal of patience. It is not impossible, however – and emerging triumphant from such a situation can be a very big milestone.
The important thing to keep in mind when dealing with a customer complaint is that losing your patience with the customer will never lead to a satisfactory conclusion – for you and most likely for them. Although it may seem galling, and rather challenging, you will need to keep a firm hold of your temper and address their complaint to the best of your knowledge and ability. Tell them that you can see their problem and you will do everything you can to make sure it is corrected. Explain to them what you are going to do, and gain their assent for everything before you do it. If there is no way you can help them, do not chase a lost cause. Explain that you cannot help them, explain why, and offer apologies and a word of advice about where they can get help. This can lead to a positive resolution – but if it does not, at least you will have done what you can.



Managing 
Difficult 
Customers

• One of the hardest 
challenges of working as a  
customer service provider is 
dealing with difficult 
customers.
• Sometimes customers have 
a legitimate reason to be 
upset and sometimes they 
don’t. 
• In either case, we as 
customer service providers 
need to be prepared for 
dealing with difficult 
customers and finding ways to 
gain their confidence. 

Your most unhappy customers are your greatest 
source of learning. 

Bill Gates



4 Main Points 
When diffusing an 
Upset Customer
Remember CARP

• Control - Remain calm and 
don't feel attacked.

• Acknowledge - Listen to the 
customer.

• Refocus - Sincerely 
apologize for their bad 
experience.

• Problem-solve - Provide a 
solution for their issue.



Acknowledge

Empathy 
goes a long 
way! Make 
sure you are 
making it 
clear to the 
customer 
that you 
understand 
why they are 
upset

Listen

Body 
Language 
and gestures 
go a long 
way. 
Showing 
that you are 
actively 
listen can 
make the 
customer 
more 
comfortable

Offer 
Solutions

Always 
have some 
sort of 
solution or 
answer to 
their 
questions

Don’t:Do: 

How to De-Escalate a Negative 
Situation

Blame the customerBlame

Diminish the customer's grievanceDiminish

Tell the customer it's not your problemTell



Establishing Common Ground
• Assure the customer that 

we’re on the same team.
• Have the customer part of the 

process.
• Establish a common goal.
• Formulate a solution.
• Keep them in the loop.
• If you have to say no, explain 

why and provide another 
solution (win/win).

Presenter Notes
Presentation Notes
When your job entails dealing with customers, it is inevitable that from time to time some of those with whom you deal will be dissatisfied and in something of a mood. Your job in this case – as in all cases of customer service – is to ensure that the issues are dealt with promptly and efficiently. If this should mean that you have to listen to some ranting first of all, then it is worth accepting that this will be the case, and allowing a customer to say what they feel they have to say before getting to the heart of the problem. When all is said and done, you will be seeking to get the point across to the customer that you both have a common goal – the resolution of their problem.

It stands to reason, as a result of the circumstances, that the customer will display signs of anger towards you initially. You, to them, are a symbol of the company for whom you work, which is also the company with which they have an issue. In the customer’s eyes, you will be an opponent, and someone to be overcome. Your task is seeing to it that they realize that this is not the case. You are both on the same side here, as people who want to find an end to their problem. Of course they will not see it that way at the beginning and this is where you will need to employ good customer service. Ask questions about the problem, to demonstrate that you are taking it seriously. Begin to formulate a solution and explain what that will be. Allow the customer to be part of this process, and you will gain their confidence.

In the long run, what you are looking for is a solution that the customer will be happy with. They may have begun your interaction by making known their dissatisfaction and being somewhat hostile towards you, but the fact of the matter is that as long as you maintain a calm demeanor and address their problem seriously, looking to work with them as you go, they will recognize you as an ally rather than an adversary, and will be a lot more ready to work with you on the issue. Once the issue is solved, they will remember you as a person who helped them, and will see you and the company in a more positive light.



Managing Your 
Own Emotions

• Composure 
• Don’t escalate the situation 
• Keep calm
• You are a human being
• Breathe…

Presenter Notes
Presentation Notes
When dealing with a customer who is angry, it can sometimes be difficult to maintain your own composure in the face of their protests. Your job as a customer service provider is to try and solve their problem and to avoid getting agitated yourself. However, the fact is that we are all human and we all have our limits and Achilles heels. Sometimes you may well feel that you want to respond to a customer’s goading by getting angry at them. This should be avoided as it escalates the situation. Instead you should try to remain calm and bring the customer towards your level of calm.

In many cases, the extent of the customer’s anger will be that they have had a problem with one of your products and they want to see it repaired. They will be angry because they spent money on something which, in their view, was not worth it. Your job in this case is to try and calm them down by allowing them to see that you will do whatever you can to help them. Rather than being a faceless, nameless representative of a company which has given them a problem, you are a human being. As much as possible, you should present this human face when talking to a dissatisfied customer; manage your emotions, and although it may be difficult it is worth doing.

Sometimes customers will seek to provoke a reaction from you, as they enjoy arguing the point and feel that seeing you get angry will prove that they are right. Try putting yourself in the shoes of the customer and think about how you would respond to such a situation, and what you would want to hear. Reaching an understanding may take time and effort, but it is worth doing nonetheless – particularly as getting angry can lead to getting fired.



Tips for a Great 
Customer Experience

• Greet customers with a smile (in 
person, virtual meeting, over the 
phone)

• Be helpful
• Go the extra mile

• Give more than what they expect
• Don’t make customers feel inadequate
• Always fit in a “thank you”
• Listen to your customers

• Listen twice as much as you speak
• Never talk over a customer

Presenter Notes
Presentation Notes
Getting customer service right is no easy matter. This is why the companies who are good at it have such a good record of customer retention. It takes time to build a reputation for good customer services. It also takes dedication and people skills. Below are some examples of ways in which you can ensure that you are providing the best in customer services every time, and as a result keeping your customers (as well as bringing some more in):
Greet customers with a smile, either in person or on the phone. It may sound corny, but it’s true that customers can hear the smile in your voice when you talk on the phone.�
Be helpful, even if there’s no profit in it. Make customers feel that your primary concern is being helpful to them, whether or not you are actually going to sell them something.�
Know your product or service. If customers feel that you don’t have the knowledge they need, they will look for someone else who does. Your expertise is part of the value you bring to customer interactions.�
Don’t make customers feel like dummies. Of course you know more than your customers do about your product or service, but don’t make them feel inadequate because they don’t share your expertise.�
Listen to customers. In dealing with customers, listen more than you talk.�
Remember that employees will treat customers the way they are treated by management. If employees are treated with consideration and respect, they will be more likely to treat customers the same way.�
Make customers feel important and appreciated. When a customer needs help, set aside what you’re doing, and focus on the customer.�
Make things easy for customers. Think about how you can make every transaction as fast and effortless as possible for customers.�
Throw in something extra. Giving customers a little more than they’ve paid for, or a little more than they expect, can make them feel that you really care about their business. �
Say thank you. This might seem obvious, but it’s easy sometimes to forget to thank customers for their business. A genuine “thank you” can go a long way toward creating good feelings in customers.




The 
Forgotten 
Art of 
Empathy

SCM isn’t just about numbers, 
contracts, goods and 

services. It’s about the end 
users, the suppliers, the 

stakeholders. 



Nurturing 
Relationships

The best SCM professionals 
aren’t spreadsheet wizards; 

we’re relationship architects.  
We know that a successful 
negotiation isn’t just about 

terms – it’s about trust.



Opening 
Closed 
Doors

SCM isn’t a silo:  it’s a gateway. The 
best among us know how to open 

doors that others deem shut.  
We turn skeptics into allies, 

showing folks that we are not the 
roadblock but a catalyst for 

growth. 



The Bigger 
Picture

SCM isn’t an island, it’s part of the 
organizational ecosystem. 

Procurement isn’t the bottleneck, 
we are the bottle opener from 

which all things flow.



Your 
Challenge

Next time you’re knee deep in 
RFP’s or vendor evaluations, 

remember this:  Behind every 
requisition submitted is a 

person.  Behind every 
negotiation is a relationship 

waiting to blossom.  



Prepare For 
Success

• Maintain a positive attitude.
• Be orderly in person and in 

work.
• Never compromise with 

honesty.
• Obtain counsel of others.
• Be sincere yet decisive. 
• Plan tomorrow’s work 

today.
• Build good professional 

relationships.
• Self-presentation is critical 

to your success.



Do You Have a Success 
Jar?
What is a Success Jar?

It is a simple jar that holds all of your 
successes, accomplishments and 
celebrations! It is a great method to 
fighting your fears and self doubts!

Here is how to create your Success 
Jar!

•Every time you accomplish anything -
no matter how small - write it down 
on a sticky note.

•Fold up the sticky note and add it to 
your success jar.

•Once a week, open your Success Jar 
and read all you have accomplished.

Take the previous week's sticky notes 
and add them to a plastic zip bag. At 
the end of the year, read them all and 
celebrate how far you have come. You 
will be amazed!

We are always so busy looking ahead that we 
forget to stop and look at how far we have 
already come. It is easy to lose sight of what 
you've accomplished when you are 
concentrating on what is left to be done.



Questions or Comments?
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