
In a service economy like today, every employee must possess solid cus-

tomer services skills and the ability to effectively communicate with cus-

tomers, no matter what industry or sector they may be in. Chances are, 

regardless of your position within the District, you need to interact with 

students, internal and/or external clients at some point in your career. A 

big part of our job is to provide services, information and solutions to 

problems to our customers. In doing so, effective communication is essential, whether it is face-to-face, over 

the phone, via email or some other online channels. Please read on to explore tips on effectively interacting 

with customers and providing satisfactory customer services.       

TIPS ON EFFECTIVELY INTERACTING WITH CUSTOMERS 

 Listen actively.  The first step to successful customer service is actively listening to your clients. When 

communicating with your customers, show them that you are actually listening by maintaining eye contact, 

nodding, and using other non-verbal messages. Paraphrasing your customer’s statements is another  effec-

tive way to show active listening. By summarizing your customer’s requests, it not only demonstrates that 

you are listening to your customers actively, but also strengthens your own understanding of the matter.    

 Be patient and try not to interrupt.  When listening and interacting with your customers, you also want 

to be patient. Generally, customers come to us with a question or an issue and expect us to provide infor-

mation and/or solutions. In some situations, we may even be dealing with upset customers. Make sure you 

listen to what they have to say patiently without interruption, even take notes on whatever you feel neces-

sary. Rephrase what you heard from the clients to ensure you understand their point of views. Then offer 

information or solutions afterwards.  This makes the customers feel respected and generally calms down 

their emotions.    

 Use positive instead of negative statements.  When communicating with customers, they are generally 

more interested in what you can do instead of what you can’t do. Use positive statements or questions in-

stead of negative ones to show that you are willing and capable to offer assistance to your customers. For 

example, we should say “Please complete this form so that I can further assist you” instead of saying “I 

Resource Information for Classified Employees 

Strictly ClassifiedStrictly ClassifiedStrictly Classified   

An Informational Bulletin Published by the Personnel Commission 

August 2015 

MEMBERS OF THE PERSONNEL COMMISSION 
 

David Iwata, Chair      Henry Jones, Vice Chair      Ann Young-Havens      Karen Martin, Personnel Director      (213) 891-2333 

Tips on Effectively  

Interacting with Customers 



can’t help unless you fill out this form” with the negative connotation. It is also important to remember 

what we say to customers directly influences their perception of your department and the District; there-

fore, using positive statements also helps building a positive and capable image of the District.   

 Be careful using the word “you.” Overusing the word “you” when interacting with customers may 

seem accusatory or make them feel like being attacked. It may also trigger defensive reactions from your 

customers. Therefore, make sure to talk from your perspective and use generic terms such as “we”  in-

stead of calling out the person that you are talking to.  For instance, you can say “I am having trouble un-

derstanding the issue.” instead of saying “you are not being clear.” Or, rather than saying “You didn’t do 

it correctly. You should try it again,” you should consider saying “It didn’t seem to work. Let’s try it 

again.”    

 Anticipate the needs of customers.  Make sure you understand the business, policies and procedures of 

your department and the District, as well as any recent changes to those policies and procedures. In this 

way, you are educated to ask the right questions, anticipate your customers’ needs, and help your custom-

ers. Also, your customers will be happier if they are informed and not kept in the dark.  

 Deliver a consistent experience.  The quality of our services to customers should be reliable and con-

sistent over time. Ultimately, the value of our service is defined by the ability to meet the customers’ ex-

pectations and provide consistent customer experiences.   

 

 

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/ML3VK38.   

https://www.surveymonkey.com/s/ML3VK38

