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   Essential Knowledge


Customer Care

Top Tips

Do : 
• Listen carefully (get the facts) 
• Play to your strengths 
• Be open and sincere 
• Send positive signals 
• Get to the root of the problem (draw out the issues) 
• Handle customer expectations 
• Establish empathy 
• Accept personal responsibility 
• See complaints as an opportunity 
• Search jointly for a solution 
• Explore alternatives (lateral thinking) 
• Admit previous mistakes, failures 
• Apologise where appropriate 
• Look for openings to succeed 
• Realise partial solutions can be acceptable 
• Convey optimism 
• Agree the next action. 

Don’t: 
• Jump to conclusions 
• Prejudge situations, outcomes 
• Try to apportion blame where something has gone wrong 
• Manipulate 
• Be argumentative or defensive 
• Dodge problems 
• Over-promise 
• Talk negatively about other customers, team members or the Board 
• Underestimate costs, resources 
• Propose unrealistic timetables 
• Bluff 
• Leave people in mid air 
• Dump your problems. 
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