EXAMPLE


Customer service review self-assessment

How do we rate?

	Area
	Excel
	Good
	Ave
	Poor
	Unacc
	Comment

	
	1
	2
	3
	4
	5
	

	1. Outside Appearance
	
	
	
	
	
	

	2. Outside clutter
	
	
	
	
	
	

	3. In-house appearance
	
	
	
	
	
	

	4. In-house clutter
	
	
	
	
	
	

	5. Inside cleanliness
	
	
	
	
	
	

	6. Equipment cleanliness
	
	
	
	
	
	

	7. Stock cleanliness
	
	
	
	
	
	

	8. Vehicle appearance
	
	
	
	
	
	

	9. Vehicle cleanliness
	
	
	
	
	
	

	10. Inside vehicle clean
	
	
	
	
	
	

	11. Team grooming
	
	
	
	
	
	

	12. Team uniform or dress
	
	
	
	
	
	

	13. Customer greeting
	
	
	
	
	
	

	  - smile
	
	
	
	
	
	

	  - welcome
	
	
	
	
	
	

	  - greeting urgency
	
	
	
	
	
	

	  - telephone script
	
	
	
	
	
	

	  - friendliness
	
	
	
	
	
	

	14. Customer service
	
	
	
	
	
	

	  - customer delight
	
	
	
	
	
	

	  - customer's reaction
	
	
	
	
	
	

	  - customer's comments
	
	
	
	
	
	

	  - customers returning
	
	
	
	
	
	

	  - customer follow-up
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Totals
	
	
	
	
	
	


Continuous improvement of area priority

	Priority
	Area number
	Action to be taken
	By whom
	By when

	1
	
	
	
	

	2
	
	
	
	

	3
	
	
	
	

	4
	
	
	
	

	5
	
	
	
	

	6
	
	
	
	

	7
	
	
	
	

	8
	
	
	
	

	9
	
	
	
	

	10
	
	
	
	


How You Can Help Your Child and Win a Great Prize at The Same Time

That’s right we would like you to be a winner of our fabulous prize draw. Imagine being able to spend $100.00 on anything you would like at Shopping Fair

A new pair of Shoes, A new leather handbag, Your Favorite perfume, an overnight escape to Rydges International Resort

 Wouldn’t it be nice!
 That’s not all you also get One Free Day of Childcare total value of up to  $165.60. Here’s how…

We do our best to let you know how your child is doing at Keetslee. We have introduced Day Sheets, Room Communication Books, and Information Evenings etc. Now we would like to give you the chance to let us know how we are going. That’s right…

You get to tell us what you think and thoughts on how to best prepare your child for their life ahead. So…

You can help your child by letting us know what you think. Simply fill out the following form. 

Add your name if you are happy to discuss this with us, and place it in the slot at the sign in table in the front foyer.

Act Now…

Competition ends 19th July 

Please fill in this Section and tear it off placing it in the slot at the sign in desk along with your questionnaire to be eligible for the prize draw.

Yes I have completed the questionnaire but I wish to remain anonymous and would like to enter the prize draw.

Name:   _______________________                   Phone:    ___________________

Address  _____________________________                    e-mail address

(Optional)  Name.                                                   Phone No.

Address                                                                    e-mail address

1) How would you describe the service given to you at XYZ Childcare?

Below Average        Satisfactory        Above Average        Excellent

Why  ____________________________________________________________

What can we do at XYZ Childcare to improve________________________

______________________________________________________
2) How would you describe the care given to your children at XYZ Childcare?

Below Average          Satisfactory        Above Average        Excellent

Why____________________________________________________________________

3) How would you describe the equipment available for indoor play?

Below Average          Satisfactory          Above Average          Excellent

Why___________________________________________________

4) How would you describe the equipment available for outside play?

Below Average          Satisfactory           Above Average           Excellent

Why___________________________________________________

5) How would you describe the friendliness of our team

Below Average            Satisfactory            Above Average              Excellent

Why _________________________________________________

6) How helpful are our team?

Below Average            Satisfactory             Above Average               Excellent

7) What other services would you like to see at XYZ Childcare?_____________________

8) Is there anything else you would like to see happen at XYZ Childcare to make it a better place or make your life easier?  ___________________________________________________

______________________________________________________________________________________________________

Thank you for your thoughts and we will endeavour to do whatever we can to make XYZ Childcare a better place for you and your children.
Customer Service Strategy Form

	Customer Complaints/

Suggestion
	Desired outcome
	Symptoms/

Moments 

 of Truth
	Root cause/ Foundation
	7 Solutions
	Resources
	Budget
	Action and

by whom 
	Date

	Eg. Toilets smell
	Pleasant smelling toilets
	Bad odours
	1. Age of the toilets

2. Construction Materials

3. Depth of cleanliness
	1. Reconstruct

2. Makeover

3. Mask the smell

4. Clean more regularly

5. Used next doors toilets

6. Increase the airflow

7.  Do not allowed access to toilets 
	1. Time

2. Sweet Smelly stuff

3. Water blaster

4. Waterproof paint.
	$1000
	David

Investigate 

Paint types and varieties
	15/6/06

	
	
	
	
	
	
	
	
	


Script for an inquiry.

1. Answer the telephone within three to four rings

2. Have a smile on your face before you pick up the phone.

3. Answer the telephone saying “ good morning or good afternoon, thanks for calling (your company name), this is (your first name).

4.  Listen to the Inquirer's question.

5. Answer the Inquirer's question with


“great, just so I can help you best with that would it be okay if I ask you a few questions?”

6. Look for an affirmative answer.

7.  Ask questions based on the inquiry.

8. Give out positive feedback and bits of information based on what they are looking for.

9.  When you are getting close to taking them to the next the next step (arranging a meeting) use this question,



“what matters most to you when looking for a (name of product or service)?”

10. Confirm the caller's details and time of appointment.

11.  End the call positively by saying something like

“(Sale person’s name) will be keen to talk with you to get you exactly what you want.  He will be seeing you on (appointment time and date) see you then.”

12. Be the last person to hang up the phone.
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