Capacity
' | Building




What 1s Customer Service?

Customer service is the direct one-on-one interaction between a consumer making a purchase and a representative of the
company that is selling it.
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Types of Customers
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Customers

Internal Employees

Customers
Owners Internal Organization
Customers

Representatives

Society

External
Customers

Governments

External
Customers

Creditors

Shareholders



Necessary Qualities for Customer Service

Top 10 Soft Skills for Customer Service Jobs

¢

Clear Listening Self-Control Positive Assertiveness
Communication Skills attitude

Conflict Empathy Depersonalization Taking A sense
Resolution Re5ponsnb lity of humor



710%
of buying HOW

experiences are

based on how Im pOrtan

customers feel

they're treated t IS GOOd
- Customer

- of customers will do business

[1)% ) again with the company that Sewl Ce’>

resolves their complaints

86 %

of buyers will pay
more for better
customer experience




Types of Customer
Service Channels

Phone Social
Calls essagin Media
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