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In a service economy like today, every organization is looking to im-

prove relationships with its customers. Providing better customer ser-

vice is an obvious solution to the quest. Your staff may often be the 

face of your department and/or the District, and the customers’ experi-

ences with the District are directly influenced by the skill and the qual-

ity of the customer services your staff provides.  With that said, it is 

essential for employees to possess solid customer services skills and 

the ability to effectively communicate with customers, no matter what position they may hold. It is also a 

priority for the supervisors to continuously improve the quality of services of your team.  

 

STRATEGIES TO IMPROVE YOUR TEAM’S CUSTOMER SERVICE SKILLS   

 

Knowledgeable & engaged staff.  The basis of quality customer services is your staff’s knowledge of 

the business of your department and the District, including its services, policies and procedures. Make 

sure your team stays informed and knowledgeable to respond to inquires and where to look for additional 

information. Proactively share changes and updates with your team. It is also important for your staff to 

know how much the department and the District value good quality of services so that they can be en-

gaged with interacting with customers.   

 

Consistent services.  Employees will be able to deliver consistent quality of services if they are knowl-

edgeable and confident. Create standard scripts for common inquiries and update the scripts as things 

change. Be sure to train your new employees using the standard scripts and documentations. This will 

ensure the consistency of information that your team is providing to customers. When encountering unfa-

miliar questions/requests, encourage your team to say “I am not sure, but I will find out and get back to 

you” instead of providing inconsistent and potentially wrong information. It is also important for your 

staff to share this kind of unfamiliar inquiries and their solutions with the rest of team to ensure future 

consistency.   

 

Effective & clear communication.  Being patient and positive is the key when communicating with 

your customers. Listening actively to your customers is another way to ensure good communication. En-

courage your employees to paraphrase or summarize what the customers said during the conversation; it 
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is a effective way to show active listening. When the customers feel like they are being heard, it will be 

easier to establish effective communication and better relationships with them.    

 

Follow-up & Follow-through. Delivering what you promised is essential in building long-term and trust-

ing relationships with your customers. If you agreed to follow up with a customer and provide additional 

information or services, it is important that you and your team follow through on the request and deliver 

what’s promised to your customers.   

 

Be available for feedback.  As a supervisor, you want to know how your team is interacting with your 

clients and make sure that your clients are happy. At times, your staff may encounter upset customers or 

issues that they are not able to resolve. In these situations, make sure you are available to answer questions, 

resolve issues and receive feedback from your customers. This shows your team that you are actively being 

a resource for them. It also enhances the idea that customers and their feedback are being heard and goes a 

long way in providing quality services.   

 

  

We’d like to hear from you! Please visit the following survey link to provide us with valuable feedback on our 

bulletins: https://www.surveymonkey.com/s/MVKQMMS.  

https://www.surveymonkey.com/s/MVKQMMS

