
	

	

Customer Service First – 8 Tips 
Presented by PDI Communications, Inc.      

 
What can you do to set your business apart? Manufacturing, distribution and 
information have all been commoditized. If you are selling something, it's very likely 
it can be found somewhere else. If you want to make your company stand out, work 
to build your customer experience. Make customers feel special and go the extra 
mile – it’ll be remembered. Doing little things right is a key component to building a 
culture of service within any organization.  
 
Recent studies have found that more customers recommend a company after they 
had an outstanding service experience. A large percentage of customers claim they 
would pay more for a better service experience and even more will stop doing 
business after one bad experience. Is your company doing all it can to make your 
customer’s happy?  
 
We offer these suggestions: 
 
•  ASK QUESTIONS 
A good way to offer superior customer service is to ask questions. Build on what the 
customer is talking about. Listen for one or two words that you can ask something 
about. Even a simple, “Tell me more,” works. Once the customer is talking, you'll be 
able to help them more. Knowing your customer’s purchase and support history can 
help you solve problems and identify sales opportunities.  
 
•  DOUBLE CHECK  
Use those words when speaking with a client.  Everyone loves it when you double 
check something for them. Even if you’re pretty sure an item is out of stock, or the 
appointment is filled, or that something isn’t available -- it sounds so good to hear, 
“Let me double check that for you.” 
 
•  STAY FOCUSED 
Eye contact is critical in delivering excellent customer service. Turning heads and 
eyes that look everywhere but the client get low marks in customer service. Eye 
contact shows you are listening. If you’re on the phone, learn to stay focused. Don’t 
type unless it pertains to what you are doing. Don’t read something while you’re on 
the phone with a customer. The caller is your focus. Also, taking too much time to 
solve problems can lead to frustrated customers. The shorter the time to a 
resolution, the happier your customer will be.  
 
•  PRETEND IT IS YOU 
If you’re working with a customer, either on the phone or in person, and they need 
something, pretend it’s you. What would you want to have happen? What would 
make you happy? What would make you satisfied? That’s the “Do unto 
others" golden rule in action. 
 



	

	

•  GET INVOLVED 
Let your customer know you’re on their team. Compliment them on their purchase 
choices. Get excited about their project. Customers love feeling as though you’re 
part of the package and are invested in it as much as they are. 
 
•  GO THE EXTRA MILE 
There’s usually always something more you can do for a customer. In most cases, it 
won’t even cost very much. For example, keep a stock of inexpensive candies on 
hand for when you deal with families and children. Spend a few dollars of your 
budget for “giveaways.” Screw drivers. . . key chains. . . customers love that 
something extra even if they can’t use it. The thought of getting something free is 
special to a customer. And if your company’s name, logo and/or contact information 
is on it, you’ve got an additional marketing tool. 
 
•  SHOW YOU CARE 
One-word answers are semi-useless in customer service and are definitely perceived 
as rude. “Yes,” “no,” and the like, tell the customer “I’m not really interested in you 
or what you need.” Learn to care about what your customer’s needs are. Care 
about what they are referring to. Care about your customers and they'll care for you. 
 
•  SMILE & LAUGH 
Many people think they’re smiling, but they aren’t. Smiling is one of the best 
customer service techniques there is, even when on the phone. It’s frustrating to 
walk into a business, or call in to a business and not see or hear a smile. And, yes, 
you can hear a smile! Also, don’t forget that laughter lightens the load and everyone 
likes to laugh. Take the time to laugh and enjoy your customers. 
 
There’s a direct connection between customer service, or lack thereof, and income 
made and lost. Don’t lose revenue because you didn’t invest in developing some 
basic and easy to implement customer service skills to build a customer driven 
organization. Products and services can only propel your business so far. The quality 
of personal relationships is what brings customers back.�  
 
--------------- 
PDI Communications, Inc. (PDI), in business since 1986, is a leading provider of Voice Video & 
Data solutions for the Commercial Hospitality marketplace. PDI has over 1000 properties under 
contract with DIRECTV and is largest Samsung Hospitality Channel Partner in North America six 
years running. PDI provides a full suite of Samsung Business products including Hospitality TVs, 
Video Walls, Signage panels, Wi-Fi and now CC-TV Video Surveillance. PDI's turnkey integration 
option includes everything from a "Best Price Match Guarantee" to remote system monitoring, 
real-time shipping logistics, on-site training, in-house leasing and 24/7 ongoing technical 
support. PDI, an AT&T Platinum Level Partner, provides wholesale pricing on the AT&T 
dedicated internet bandwidth "pipe" coming into a property as well as a plethora of other AT&T 
value added services.	


