iQuestions Faculty, Barbara Glanz

Question:

How can | get my employees to give caring customer service?

Answer:

One of the things, as you talk about caring customer service and
serving from the heart, is really helping people understand that they

have choices.

What I find in my work all over the world is that most people do not
Aget in their guto and recognize that they h

|l think webve pretty much created a society

seems to have an excuse: 0lbocsasn odto edson Gitt bec a
support me. o0 fiwWe don6ét have the resources. 0
child, o or whatever. They just have an excus

do something.

As we help our employees truly understand they have choicesd and
then we think about that human business model so that they begin to
focus on the human beingd they will see there is a choice in every
interaction they have.

I use a wonderful little bottle with a three-column chart, with a minus
column, a zero column, and a plus column. Down belowitsay s, #@AYour
choice, in every interaction that you have. oo

If we discount someone or the customer and make them feel less
i mportant than us or our organization, theyb?o
minus.



If we just take care of their businessd and t hat éople twhoearep
As |-foitll ersdo who come in, theydidto daesndétnough
create a relationship or a connection.

However, we always have the choice to create a plus, to create a
human | evel connection. So we say to that pe
i ving, breathing human being. o0

One of my favorite stories on this topic is that | lived for a long time in
the Chicago area and spent a | ot of time 1in
I travel almost every week.

| wal ked into the waoineasasoldysneviyrFebouary
morningd and there was a person there who was cleaning, and she
was al l hunched over and just kind of fAgoing

So | walked up to her, | touched her on the arm, | looked her right in

the eyes, and | snlkyad sd mucth ferkeepimg thia
washroom clean. Youdbre really making a diffe
travel .o

She lit up. She started cleaning with a passion. And by the time | was
ready to leave, she was handing towels out to the all of women who
were washing their hands.

I left with tears in my eyes, because that cost me nothing. But what
did I tell her in that one interaction? That she was important. She
counted for something.

Even though she wasndét a customer or an empl
the sense that | gave her that sense of importance and mission and

value. You can do this in any place you interact with another human

being.
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So as your employees learn how important it is to connect with people

on that human | evel, theyivewsoanydorebtehatr @ansact.i
just the businessd they will be relationship builders. That will build not
only |l oyal customers, but | oyal employees. A

lives a whole lot better.
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