An Introverts Far-Sided Guide to
Complaint Call Processing
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My name is Wes, and |
am an introvert
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2. Physical Preparatio

3. Achieve Mental Acutenes; --
4. Sustain Mindfulness

Keys to Good
Customer Service

1. Timely
2. Friendly
3. Knowledgeable






https://creativecommons.org/licenses/by-nc/3.0/

(il 17 i'l""*"-
—

1Jﬁ“~

I don't miss calls. g
I stare at them.

currdn

Il Qbtanding
Wuter Suitiative. Chis is
Wes speakin....

“Someone calling themselves
a customer says they want
something called service.”
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’ A concerned resident with a
complaint

The Customers Interpretation
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STEP 4: The Expectation
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STEP 5: Management’s Help
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“I can see this making us
more responsive to customers.”

STEP 6: Training Kicks In

Fortunately, his training had prepared him
to deal with all types of customers.



The Customer after
basic explanation!
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“I wish I could be more helpful, but when we give
good customer service, it just confuses people.”

' I'MREALLY
STRESSED!!

“Lisa, I'm concerned.
You seem to be showing signs of stress.”

It was foolish for wes to approach the
homets’ nest in the nirst place, but his
timing was particularly bad.



STEP 9 : The Fix




Wwhat the Customer
Described. e
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what the Customer
finally received.
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What the customer
was billed for.

What the customer
actually wanted.

STEP 10 : The Results

“Part of the problem is the number of employees
who think they know the solution.”
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“MEMO: It has come to my attention that every
time we solve one problem, we create two more.
From now on, all problem solving is forbidden.”
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