
RESPONSIVENESS
Acknowledge inquiries quickly—even if resolution takes time

Offer multiple channels (chat, email, phone, social)

Set clear expectations for response and resolution times

Follow up to confirm the issue is fully resolved
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COMMUNICATION
Use empathetic, human language in every interaction

Personalize responses based on customer history or behavior

Actively listen and mirror customer concerns

Avoid jargon and keep explanations clear

EMPOWERMENT
Equip frontline staff to resolve issues without escalation

Provide training for handling tough or emotional situations

Give teams flexibility to offer thoughtful gestures or solutions

Encourage ownership of outcomes, not just task completion



CONSISTENCY
Deliver the same level of service across all touchpoints

Use shared knowledge bases to avoid misinformation

Maintain a unified brand tone in every interaction

Document and standardize repeatable processes
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PERSONALIZATION
Remember preferences, past interactions, and context

Tailor solutions—not just answers—to individual needs

Recognize and adapt to customer sentiment in real time

Send follow-ups or check-ins without prompting

RECOVERY & RETENTION
Act swiftly and transparently when mistakes happen

Offer meaningful resolutions—not just apologies

Turn friction points into loyalty-building opportunities

Measure feedback and use it to improve continuously


