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CUSTOMER  CARE
By Ranjan Saheed 

Customer care is the management and
identification of "moments of truths" with
the aim of achieving customer satisfaction.
It is the responsibility of everybody in the
organization.

Customer care is the job of everybody in
the organization who contributes to the prod-
ucts, service or general impression that cus-

tomers and visitors take away with them. All
employees who come into contact with out-
siders represent organization and become a
reflection of the organization.

-Assist in the reception of visitors to the
premises or to the department.

Answer enquiries from customers whether
by phone or face to face

Provide products/service information
Handle customer/visitor complains

INTERNAL  AND
EXTERNAL  VISITORS

Internal visitors are
employees of the
organization while
external visitors are
customers, potential
customers or mem-
bers of any stakehold-
er group.

RECEIVING  EXTERNAL  VISITORS

Q Greet the visitors politely - by their name
if known, with a hand shake. Apologize if
you have been unavoidably held up.

Q Sign in - ask for details & take down where
necessary.

Q Direct visitors
- notify the per-
son that he has
come to see or
direct visitors to
the office or
interview room
etc.
Q Don't keep vis-
itors waiting

unnecessarily - put visitors at east if they
appear to be at all uncomfortable while
waiting.

Q Maintain a courteous approach and
demonstrate wopuation - stay with the visi-
tor until he is collected, use interest tone
during all dealings.

Q Effectively deal with sensitive or personal
matters - do not speak loudly on public.

Q Ensure professionalism - Display good

manners, deal one issue at a time.

GREETING  PEOPLE

First impressions are vital. Get it right
first time if you are to deal with that person
effectively and continuously. Give your face a
rest and forget about your own troubles and
concentrate on the matter in hand. Don't gaze
intently into people's eyes and don't keep
looking down or away as it may be seen as
not interested. Don't be limp-wrist and not to
break the hand. A firm clasp indicates confi-
dence and self assurance.

ASSISTING  VISITORS

In order to assist visitors and to deal with
their enquiries the frontline staff should
have a reasonable knowledge about the com-
pany, industry, company business/ products
and service etc. there are many positive

things that you can
do to provide good
service to visitors.

I.Be polite, interest-
ed and friendly but
not over-familiar or
disrespectful.

II.Be as helpful as
you can within the
limits of your
responsibilities. If
you cannot, connect
the customer with
the person who can
assist him.
III.Make your cus-
tomer trust by "walk
to talk" promptly
and efficiently.
IV.Do not promise to
do anything that you
do not have the abili-
ty or authority to do.
V.Do not criticize or
underestimate your
own organization in
response to com-
plains or difficulties.
VI.Do apologize if
you make a mistake
and put it right
straight away.

MEETING  VISI-
TORS'S  INFORMA-
TION  NEEDS

Visitor's needs in
terms of informa-
tion should be clear-
ly identified and
served accordingly. It
is important that the
frontline staff appre-
ciate and value their
visitor's time and
attend to their infor-
mation needs
promptly. Frontline
people should learn
as much as they can
about their own
organization's busi-
ness, product/mar-
ket information,
sources and contact
persons within the
company as it makes
them more comfort-
able to deal with out-
siders effectively and

help their career
prospects.Frontline
staff should howev-
er be careful when
giving out informa-
tion to visitors.
Whether or not you
give information
out about company
/ product &services
etc depends very
much on the prod-
ucts you deal with
and how sensitive
the piece of infor-
mation would be.
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