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1. Understand Why It Matters. It's a question of maximising customer
loyalty. Long term customers spend more. The longer a customer stays
with us, the more opportunities we have to build their trust in us. And when
they trust us, we are more likely to become their preferred supplier.

2. Commit to Customer Service and define your vision. What sort of
service are you going to offer? How will your service be perceived by your
customers? What are you going to do better than your competitors? If you
want everyone in your company to be committed to delivering excellent
customer service, you must be the Customer Service Champion for your
company.

3. Recruit the Right People. Getting the right people on the front-line is
absolutely key to providing excellent customer service. To paraphrase Ann
Robinson, “Why do they put people who don't like people in customer
service roles?” Make sure you don't.

4. Value Your Staff. Once you've recruited good staff, you'll want to keep
them. If your staff feel valued, they will be more committed to your
business. You can make them feel valued by giving consideration to
training, reward and recognition and ways of celebrating success which can
also motivate.

5. Trusting your people to make decisions is the first step towards an
empowered culture. Most people thrive on responsibility and decisions
made on the front-line will free up your managers to work strategically.
Developing an empowering culture calls for courage because mistakes will
be made along the way and all your people will need support and guidance
as they spread their wings.
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