Customer Service

Good customer service is about putting customers first and providing fast, friendly and accurate service that customers expect.

The following headings are used in Customer Care guidelines:

PREPARE – Good personal appearance creates a positive first impression

              - Good product knowledge helps you to answer questions and give advice

· 
GREET  - Make positive eye contact and smile to each customer

· Be sincere in what you say

· Treat people as if they were guests in your own home


LISTEN – Listen to the complete order/ request. Be patient

             - Use positive body language when listening

CHECK – Clarify or check that you have heard the order/ request correctly

           - If you cannot hear – tell them


PRESENT – If it’s not right, don’t serve it

               - Present food in a way that shows care and attention

· 
THANK  - Acknowledge payment politely using ‘please’ and ‘thank you’

· Use your own words to thank customers and ask them to come again

· Use the customer’s surname and title if you know it 

Dealing with complaints 

Use LAST to remember. It means:

LISTEN – concentrate on what is being said. Show that you are listening properly with body language. Ask relevant questions. Ask the customer to repeat what they have said and write it down.

APOLOGISE – always remain calm, polite and professional. Use the right body language, language and tone. Don’t make excuses or blame other people. Stay in control.

SOLVE – solve the problem or pass it on to someone who can. Deal with it immediately or within a sensible time limit. Tell the customer what you are going to do and when. Follow up the problem if you have passed it on.
THANK – thank the customer for bringing the problem to your attention. Use the right tone of voice when this is said.

Customer Service Standards
Are set by most establishments. These standards either say what has to be done or said in situations or describe how to perform a task competently. 

For example:

Receptionists wear name badges and have to answer the phone before the fourth ring.

A positive personal image to customers means: treat customers in a courteous manner, maintain standards of appearance and try to be very helpful to customers. 

What standards are Operational standards.
How standards are Competence standards. These give detailed performance criteria on how to do a task. Many are based on the National Performance Standards in the NVQ framework.
Fill in the chart below of some examples of customer care standards. 

	Activity
	Minimum standard to be achieved
	When / how it will be checked


	Answering the telephone
	Answer before 3 or 4 rings
	Use of mystery guest – or manager on a regular basis


	Greeting at reception
	Acknowledged within about 20 seconds


	Front office manager or duty manager to check


	Making sure the toilets are cleaned
	Checked and cleaned every hour – with a signature to show this
	Head housekeeper – supervisor to --


	Making sure staff have the right product knowledge
	Full training and awareness of the product range
	Manager or mystery guest



