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“Excellent customer service is
about providing customers with
relevant and timely assistance-

to help them solve their
problems and meet their needs
and expectations.”

— Shopify
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of consumers say that excellent
customer service influenced their

decision to buy.
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Greet Customers
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Maintain Create
a positive a unique
attitude greeting
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“The right attitude changes negative customer
experiences into positive customer experiences”

—Flavio Martins

i VP of Operations and Customer Service at DigiCert



Educate
02 Customers

_fr




Be knowledgeable on
the products you sell.

e Ask for product knowledge guides

e Get familiar with the products and
bestsellers

e Pay close attention to body
language




FAB Formula

Features

are characteristics or
components of a product.

Advantages

refer to what the features
can do.

Benefits

are what the customer can
get from the product and
features.
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} Find creative solutions

J

e Recommend an alternative but
similar item.

B¥-_ | e Trytofind the stock at one of
{Qn, \t your other stores.
s ™ e Contact the brand to them to see

JA if they have extra stock for
immediate delivery
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Build a Connection

e Connecting with shoppers is
a great way to build
relationships.

e Be observant when you're
chatting with or ringing up
customer orders at the
checkout counter.

e ook for commonalities so
you can find a way to connect
with people.



NS

Recap

e Greet customers with a positive attitude and a
unique greeting.

e Be knowledgeable about the products you sell by
sharing the features, advantages and benefits.

e Find creative solutions by listening to customers and
empathizing with them.

e Build a connection with customers by being
observant and looking for commonalities.
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Every interaction is a chance to
credte a posmve experience, provide |
exceptional service, and build lasting

relationships.
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