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This issue’s topic is “Customer Service”
 Welcome to the second issue of the Cresita Newsletter, in this publication I will cover a variety of topics in the industries in which I consult including associations, certifying agencies, wine and food as well as for and not-for profit entities. My goal is to publish the newsletter monthly, usually around the middle of each month.
We will cover multiple topics throughout the year, but customer service was on my mind this month. 
Sign-up and save. If you subscribe to our newsletter via the Cresita LLC website at www.cresitallc.com we will discount your first purchase by 10% off of our list prices.
 Maybe I’m  “old school”  but I do think that customer service is critically important for any successful business. The other day I was on hold with a hospital for 40 minutes before hanging up. I was later told that next time I should stay on the line. You can decide if that was good customer service or not.
In today's age of AI, customer service does not have to be that difficult or expensive. I would say the key is letting customers know what to expect and when. I mean if it will take you 48 hours to respond then state that. 
· At a minimum you should acknowledge the communication as soon as it is received if not immediately.  Most systems can be set up with an automatic message that says that you have received the incoming communication and then let the customer know when they should expect their response. Most people at a minimum want to be sure you received their message. Don’t have a system? You can manually log inquiries including when they come in and when they are resolved.
· I don’t buy into the idea that if “no one is complaining it is not a problem.” Many people, in my own experience, may not complain but simply take their business elsewhere. Ouch!!
· There are a number of customer service platforms available along different price points. When I worked for the Board of Pharmacy Specialties, we used a system that logged responses and response times to inquiries. This way we could track how we were doing and make changes where needed. 
·  Having data on your call volume can be important when you need to present your budget to the finance group. If you can show through facts that your call volume went up by some percentage, then you might be more likely to secure a new staff position. 
· A few questions to ask include:
How do we manage customer service?
· Do we provide staff training?
· Do we have educated and dedicated  customer service representatives?
· Do we ask the customer service representatives for their feedback on the business?
· Do we state our customer service hours publicly? If so, where?
· How do we handle phone lines when customer service representative(s) are not available?
· Do we collect any type of customer service data?
What is our average response time to an inquiry?
What is our average time to acknowledge  inquiries?
What is our average time to resolve inquiries?
 
Many phone systems have a feature where a busy phone line rolls to the next available person. Also, some email systems can forward to another address. Overall, I would say that these customer interactions can be valuable sources of information for the business.
I will close with one other personal experience. I was recently on a trip and miscalculated my medications by about one week. The doctor finally got back to me after about ten days later asking if I still needed an emergency supply to be sent to a nearby pharmacy. Again, you can decide if that is good customer service or not. 
With customer service you really don’t know what you don’t know, so don’t make any assumptions until you collect some data!
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