Customer Focus

	Skill Area: Customer Focus
Skilled Behaviors:

· Identifies the customer’s expectations and requirements
· Clarifies the customer’s priorities when conflicting needs are identified
· Proactively collects direct information from the customer: doesn’t assume that customer requirements are known  
· Makes time to build effective customer relationships
· Goes out of his/her way to get to know the customer and his/her requirements

· Views customer complaints as opportunities to improve customer service
· Balances the customer need with organizational goals: doesn’t just ‘give away the store’ to make the customer happy, but instead builds relationships that thrive on ‘win-win’ negotiations
· Takes actions based on customer needs and requirements
Unskilled Behaviors:

· Assumes that he/she already knows what the customer wants
· Views customer input as criticism: takes customer feedback personally
· Doesn’t act on customer feedback: no follow-up or continuous improvement efforts result
· Is inflexible in meeting customer needs: offers only standard solutions
· Treats all or most customers the same, rather than getting to know individual needs and styles
· Takes action based on internal operational needs, based on customer requirements
Development Resources – Videos and Seminars:
· “The Basics of Knock-Your-Socks-Off Customer Service” (Padgett-Thompson, 800-349-1935, Brooklyn Center, MN, May 27, 2005, $169)
· “A Passion for Customers” Tom Peters video, available for purchase ($795) or 1-week rental ($225) at www.trainingabc.com, item #16423. 
· “No Complaints” video addresses dealing with internal and external customers, available for purchase ($870) or 1-week rental ($250) at www.trainingabc.com, item #16169. 
Development Resources - Books:
· Customers for Life: How to Turn that One-Time Buyer into a Lifetime Customer, by Carl Sewell.

· Delivering Knock-Your-Socks-Off Customer Service, by Ron Zemke.

· Managing Knock Your Socks Off Service, by Chip Bell.

· Customer Satisfaction is Worthless, Customer Loyalty is Priceless, by Jeffrey Gitomer. 
· 50 Activities for Achieving Excellent Customer Service, product #16284, www.trainingabc.com. 
On-the-job Development Activities:

· Go about your day-to-day activities, noting which tasks and deliverables really matter to your customer. How would you change your work, so your job really matters to the customer?
· Put yourself in the customer’s shoes. Think about what will make him or her look great, and truly succeed. Are you doing everything you can to help your customer look great and succeed? What else can you do?

· Do your customers complain? Rejoice! Now you can do something to make your customer service even better! It’s far less expensive to fix an existing customer relationship, than it is to find and recruit a new customer. Treat your customer feedback respectfully: your customer has just provided you with a gift. Thank him or her, then take action! 

· Are your customers happy? How do you know? Unless you’re soliciting regular feedback, don’t assume that just because your customers don’t complain, that they’re happy and planning to stick with you. Ask for customer feedback. Share the results, and what you plan to do as a follow-up to improve. 
· Can’t meet a customer’s demands? Be honest and straightforward about what you can do, why you can’t do more, and how soon you plan to take action. Communication goes a long way toward building trust with customers. 
· Make it a point to follow up with past customers. Ask what it would take to get them back. 

· As you go about your daily travels, observe your customer service experiences. What are you receiving for customer service? Now, do an honest self-assessment: what kind of customer service are you providing. 

· List the top 10 things (products, services, attributes) your customer wants from you. Stack rank them, with the most important thing on top of the list, the least important thing on the bottom. Are you offering all the important items? If not, what can you do differently? 
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