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Your customers can make or break your company, so it’s important to invest in your customer service strategy. A happy customer has the power to refer multiple other prospects to your company, building trust by talking about their positive experience. On the other hand, a frustrated customer can deter others from purchasing from your business.
Create a customer service manual document so your employees know how to interact with your customers and create a loyal consumer base. Begin your customer service manual doc by stating your company’s vision, mission and core values. It’s important to start off your manual with this overarching information because it helps to anchor your
customer service strategy and gives your employees context about why certain policies exist. Your company’s vision is the “big idea” of why you’re here in the first place, while your mission is the more tactical approach to how you will achieve your vision. The core values of your organization represent the basic tenants of how you want every member
of your company to behave. Core values may include: Integrity Empathy Dedication Perseverance Fairness Ensure that your vision, mission and core values are customer-focused, as your customers are the people who your business is targeted toward. In the next section of your customer service manual doc, describe your target audience in detail. It’s
vital for your employees to understand who you’re catering to and what their needs are. Include demographic information of your target markets such as their age, gender, profession and income, in addition to behavioral characteristics such as interest in environmental sustainability or outdoor sports. Outline the main problems your customers are
experiencing and how your business can help them. This gives your employees background on your customers’ frustrations. For example, if your customers have issues with finding clothes in their size, you can deduce that they find shopping to be a stressful experience. This gives your customer service representatives the insight to help your
customers feel more at ease when browsing in your store. Your customers may have a range of needs, which include: Product functionality Affordable price Easy user experience Functional design Business reliability Range of options Outline for your employees the top three to five needs your customers have when interacting with your business.
Explain to them what is most important to your customers, as this will enable your employees to better cater to them. For example, if your customers value a low price over all other needs, then your employees will know to promote or recommend lower-priced products in order to encourage sales. Specify what the scope of customer service is at your
organization. These days, customer service can cover a range of tasks and be spread out over various kinds of technology, so it’s critical to outline what you mean when you talk about customer service. Customer service at your organization can include: Phone calls Emails In-person visits Social media Online chat There are many ways for your
customers to speak with your employees. Outline what kind of service you expect for each avenue. For example, do you expect your employees to respond to email queries within 48 hours or 24 hours? How quickly should an employee approach a prospect in the store? What kinds of questions can an employee expect to field over on your social media
accounts? This information is necessary for employees to know so that they can meet your company’s guidelines and your customers’ expectations. Your customer service instructions need to describe the processes for specific policies. This will help your employees to troubleshoot any issues themselves and take initiative when working through
problems with customers. It also ensures a sense of consistency for your customers, who know what they can expect when interacting with your business. Policies to consider including in your customer service manual include: Returns Exchanges Refunds Company credit Gift cards Late payments Faulty product or service Warranties Discounts
Include step-by-step instructions on how to execute the process for each policy. Go into detail so that your employees have all of the critical information in one resource they can consult whenever they have a question. Include graphics or photographs to help employees understand the process, wherever possible. Regardless of how much initiative
your employees have or how self-sufficient they are, there may be a time when they need some assistance. A customer service manual example should include a contact information list for who the employees can contact for help on specific policies. For example, for questions on refunds and exchanges, they can speak with one of the customer service
managers. For questions on warranties, they need to contact the manufacturing manager. Also include links to additional resources your employees can consult. If you have more details on specific policies, for example, link to that in your customer service manual doc. If your company has recently taken conflict resolution training, link to the training
documents in your customer service manual. Having these resources at their fingertips empowers employees to access the information they need to excel at their jobs. Share your customer service document with all employees, regardless of whether they are on the customer service team. This helps to create a company-wide culture that focuses on
customer service and tells each employee how valuable good customer service is to your organization. When a new employee joins your customer service team, give them time on their first day to sit and review the customer service manual doc in detail. Have a senior employee review each section of the document with them to ensure they are
comfortable with the information and understand how to carry out your customer service policies. Implement the use of your customer service manual doc by reminding your employees of the valuable information it contains. If an employee asks you about an issue that is covered in the manual, gently remind them that they can review that information
in their resource. After all, the manual is designed to ensure your employees perform at their best, so it’s critical to enforce the use of the manual whenever possible. Measure the success of your customer service manual doc by regularly asking your customers for feedback. You can conduct online surveys or ask key accounts about how they find the
customer service. Be sure to take into consideration what your customers say and use it to improve your customer service policies. For example, if you consistently hear from your customers that the wait time on the phone is too long, then you can revisit your process for phone conversations with employees. You may need to hire additional phone
operators or try out a new telephone system. Your frontline employees have invaluable insight into how customers perceive your business. They are the ones who interact with them every day. Ask them in your monthly meetings about how the customer service manual is working out. Do they notice any knowledge gaps? Are there any policies that
work in theory but not in practice? Whenever possible, try to revise your manual based on this feedback to improve your customer service. In addition to making your customers happy, this shows your employees how important a role they play in your organization. Having properly trained technicians on staff isn’t realistic for all contractors. Yet the
experts have to be there when you need them. Ammann provides the expertise you need through dealer technicians. They are well trained and available to handle as many (or as few) service and maintenance projects as you like. Speaking of expertise, our service videos can lend a helping hand when your technician is turning the wrench. Sometimes
a picture tells the story best. That’s why you’ll find a variety of service videos that walk you through service and maintenance processes. SERVICE VIDEOS Ammann Service App Customers benefit from Ammann app Ammann’s Service App continues to impress customers who are taking advantage of the cost-free after-sales management tool. The
intuitive app is particularly helpful when customers are in the field and unable to navigate through multiple layers to reach essential information on a hand-held device. The app enables access for both Android and iOS devices. In addition, manuals and service videos have been updated. The app, for Ammann machine users and owners, provides an
abundance of information. All Ammann machines are represented on the comprehensive app. The categories include: Service contracts Manuals Parts books Service videos Dealer locator A link to the Ammann website home page A link to Ammann used equipment The app is available in English, French, Spanish and German. It provides gigabytes of
machine data to customers whether they’re in the office or on a jobsite. There are many benefits to the cost-free app. To find out for yourself visit the app store on your phone and search Ammann. READ MORE
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