5 STEPS TO IMPROVING

INTERNAL CUSTOMER SERVICE
1. Support coworkers/employees. They have direct contact with your customers…therefore…direct customer impact. Applaud their efforts to please your customers.
2. Don’t promote negative perceptions through thoughtless words and/or actions. (What do you want now? What...Can’t you see I’m busy!).
3. When a coworker/employee makes a mistake don’t accuse or finger point. They’re human too…every employee deserves your help, support and respect. Show and teach don’t point and preach.
4. Gossip is demoralizing and instills interoffice antagonism and hostility. Self-esteem is a fragile beast… if you attack it; watch the repercussions throughout your organization.
a. Those who are respected (whose self-esteem is intact) are usually happier and more optimistic. These employees have a positive outlook on life and portray more self confidence. 
b. This attitude will slowly permeate through all your employees/coworkers if exposed on a daily basis. Over time, your work environment will exude happiness, good health, and a good attitude…all the time.
c. It’s possible to permanently increase happiness levels but like exercise, you may have to practice it daily by:
· Set daily goals for all your employees. Activity and clear goals make people happy. If you’re uncertain about your daily goals, think to the deeper core values and employ your coworkers/employees aid in coming up with these daily goals. Then they feel like they have ownership in the company too.
· Don’t compare yourself to others. We are Individuals…each with different strengths and weaknesses. Take advantage of these individual strengths. Use them to help your coworkers and/or employees whose strengths lie in other areas and vise versa.
· Don’t regret choices/decisions made. Adapt/Accept and go on. Turn a negative into a positive.
· Be kind to others. It will be appreciated and reciprocated.
5. Negative attitudes may even follow you from home. You need to continually work to keep the atmosphere in the workplace upbeat, positive and happy.
Give Them a Because
 Actions always speak louder than words. Here are some suggestions to help create a friendly and happy work environment.

· Smile when talking on the phone. The person on the other end can ‘hear’ the smile in your voice and will respond in kind.
· Provide customers and coworkers with assistance, support and information.
· Give a BECAUSE. A ‘because’ is a powerful motivator. Whenever you need someone to help you, agree with you or do you a favor, give them a ‘because’---a specific reason that makes sense to them.
· “Can I call you back in about an hour because we need to look into this further to make sure we get you what you need?”
· Declare TOGETHERNESS. The use of the word “WE” is an embedded command that works to promote support, confidence and assistance in accomplishing goals or resolving issues.
“Remember, ‘WE’ are in this ‘TOGETHER’,

‘TOGETHER WE’ will fix the problem or 
“Here’s what ‘WE’ are going to do…”
_________________________________________

asthewordsturn© five steps -2002[image: image1.png]


[image: image2.png]






Optimism is a frame for how you view the world and 


Happiness is an emotion.





Optimism will protect the heart and lungs and seems to boost the natural immune system and reinforce self-esteem. It also helps to reduce long-term stress.





Studies have proven Happy people are more active in pursuing goals (a behavior many think may be a key factor to happiness), more energetic, more likely to be hired and less likely to be fired. They make things happen that are good for them.





10% of Happiness comes from individual circumstances


50% is from genetics and biological variables


40% is in uncharted areas where behavior modifications can help you to learn to feel better.


(Excerpt from: Kennon Shelton---Univ. of Missouri-Columbia and


Sonja Lyubobitsky of Univ. of California/Riverside)
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