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OUTSTANDING CUSTOMER SERVICE:  MAKING CUSTOMERS LOVE US!

At our farm, we want customers to love us.  Why?  It’s the only way to keep them coming back and bringing friends with them.  Plus, it’s tremendously fun and personally rewarding to put a smile on our customer’s face.

There is good customer service.  And there is OUTSTANDING customer service.  Good service is simply helping customers find what they need, quickly and in a friendly manner.  That’s a good start.  To take it up a notch, and make it OUTSTANDING (and necessary if we want customers to love us), we need to go a little further.   What is OUTSTANDING customer service?  Customers will love you when you follow these 5 principles of Outstanding Customer Service.
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1. DEMONSTRATE A CARING ATTITUDE
We want our customer to feel as though you care about them. Of course if must be genuine.   It’s more than words.  It is in everything you do.   When we know a customer’s name, or remember what they purchased last time, or help them decide which product is best for their upcoming event, the customer will certainly feel that you care about them. On the contrary, if we fail to acknowledge them when they enter the store, or appear bothered when they ask a question, we’re essentially telling the customer we don’t care. 

5 Steps That Show You Care
Greet: Promptly, with eye contact and a smile, to develop rapport. Use their name when known.
Ask Questions: Genuinely, to establish your focus on them, and uncover their needs.  If talking to a returning customer, ask something related to their previous visit.
Listen:  Patiently, to identify current and future needs, to make them feel special
Respond: Quickly, with enthusiasm, to ensure they leave with their needs met.
Thank: Sincerely, to show that you appreciate their business.
“You never get a second chance to make a first impression.”

Will Rogers, American Humorist


2. CREATE A MEMORABLE FIRST AND LASTING IMPRESSION
Tips to help make a first great impression:
· Ensure the business is neat and tidy
· Be appropriately groomed.
· SMILE, make eye contact with customers and show your positive and caring attitude

We not only focus on the first impression.  It’s important that customers leave feeling great about shopping at our business.   In addition to demonstrating a caring attitude, here are some tips to help make a lasting impression:
· Ask if they found what they came in to buy.
· Find answers to any questions they might have.
· Ensure checkout is smooth, efficient and error-free.
· Offer to help carry their purchase to the car (especially if there are children).
· Thank them for coming and plant a seed about repeat business, i.e. “See you next week.”




3. PROVIDE PRODUCT KNOWLEDGE THAT HELPS CUSTOMERS BUY AND ENJOY THEIR PURCHASE
As our employee, we want you to know as much as possible about our products and the services we offer.  Customers expect it.   Customers become frustrated when we don’t provide it.  
You are not alone.  We are a team, and together we will help our customers with all the questions they might have.   However, you are responsible to learn and be prepared to answer the most common type of questions (customize the following list, as per your business needs).

· How to store, prepare and serve the products we sell
· Ingredients and allergens of prepared foods
· How produce was grown, or where it was sourced.
· Complimentary products (this goes great with that!)
· Prices and promotions (especially when advertised)
· When produce will come “in season”

4. BE PROACTIVE
The key difference between good customer service and outstanding service is when you take proactive measures to ensure the best possible experience for our customers.  Ways that you can be proactive are:
· Offer assistance BEFORE they need to ask.  This demonstrates that you care about them, and that your attention is on their needs.  Be alert to the common signs:
· List in hand and walking around the store (Can I help you find something today?)
· Hands are full (Would this basket/cart make it easier for you?)
· Look of question or concern about a food item (Is the ______ to your satisfaction?)
· Clean, refill food displays or packaging supplies during slow times. Keep a lookout for potential reasons a customer might be disappointed or hiccups in our processes.  Either remedy them yourself, or make it known to someone who can. 
· Offer assistance to team members if you have no other tasks to complete. 
· Communicate ideas for improving customer service.  We are always looking for ways to improve upon current practices.

5. RESPOND TO COMPLAINTS QUICKLY & POSITIVELY

STEPS TO ADDRESS A COMPLAINT

1. Acknowledge The Complaint:  Listen to their complaint and demonstrate genuine concern.  
2. Sincerely Apologize:  Apologize for the situation, inconvenience or for the fact that they have been dissatisfied.  Avoid becoming defensive or providing excuses.  It is not about deciding who’s right and who’s wrong.  The customer is interested in knowing that you care that they have a problem, and want to make things right.
3. Make It Right:  Let the customer know that you’re on their side.  Ask them what you can do to make things right, or provide options to the customer in terms of what you can do for them.
4. Thank The Customer:  Most customers will not complain (but will tell their friends).  So when they do come forward, they are giving you an opportunity to make them happy.  So thank them. 
5. Document The Complaint:  It helps ensure managers are aware of the complaint and enable them to identify trends and make changes to prevent similar complaints. 
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1. DEMONSTRATE A CARING ATTITUDE
We want our customer to feel as though you care about them. Of course if must be genuine.   It’s more than words.  It is in everything you do.   What are some examples of showing that we care?






As we interact with our customers, there are 5 simple steps to show the customer you care.  They are:

	
	Action
	Key Points to Remember

	1.
	

	

	2.
	

	

	3.
	

	

	4.
	

	

	5.
	

	



“Never stop doing little things for others.  Sometimes those little things occupy the biggest part of their hearts.”

Ritu Ghatourey, Indian Author









2. CREATE A MEMORABLE FIRST AND LASTING IMPRESSION
How can we make a great first impression with our customers?
“You never get a second chance to make a first impression.”

Will Rogers, American Humorist








We not only focus on the first impression.  It’s important that customers leave feeling great about shopping at our business.   In addition to demonstrating a caring attitude, here are some tips to help make a lasting impression: 










3. PROVIDE PRODUCT KNOWLEDGE THAT HELPS CUSTOMERS BUY AND ENJOY THEIR PURCHASE
As our employee, we want you to know as much as possible about our products and services offered.  Customers expect it.   Customers become frustrated when we don’t provide it.  
You are not alone.  We are a team, and together we will help our customers with all the questions they might have.   However, you are responsible to learn and be prepared to answer the most common type of questions (customize the following list, as per your business needs).

· How to store, prepare and serve your food
· Ingredients and allergens of prepared foods
· How produce was grown, or where it was sourced.
· Complimentary products (this goes great with that!)
· Prices and promotions (especially when advertised)
· When produce will come “in season”

What additional product training would you like to receive?  Are there specific products or common questions that you need answers to?
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The key difference between good customer service and outstanding service is when you take proactive measures to ensure the best possible experience for our customers.  Ways that you can be proactive are:




















5. RESPOND TO COMPLAINTS QUICKLY & POSITIVELY
Research shows that when we effectively address customer complaints, we gain their loyalty.   Customers are truly grateful when you respond well to their concern.  It’s a genuine way for building a long-term customer relationship. 


STEPS TO ADDRESS A COMPLAINT

6. Acknowledge The Complaint:  Listen to their complaint and demonstrate genuine concern.  
7. Sincerely Apologize:  Apologize for the situation, inconvenience or for the fact that they have been dissatisfied.  Avoid becoming defensive or providing excuses.  It is not about deciding who’s right and who’s wrong.  The customer is interested in knowing that you care that they have a problem, and want to make things right.
8. Make It Right:  Let the customer know that you’re on their side.  Ask them what you can do to make things right, or provide options to the customer in terms of what you can do for them.
9. Thank The Customer:  Most customers will not complain (but will tell their friends).  So when they do come forward, they are giving you an opportunity to make them happy.  So thank them. 
10. Document The Complaint:  It helps ensure managers are aware of the complaint and enable them to identify trends and make changes to prevent similar complaints. 
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