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This phrase is credited to H. Gordon Selfridge, 
who passed away in 1947.  Mr. Selfridge was 
one of the earlier successful retailers in England 
and founder of Londonõs Selfridges Stores 
opened in 1909.



According to www.wikipedia.org , a customer, also 
client, buyeror purchaseris the buyer or user of the 
paid products of an individual or organization, 
mostly called the supplier or seller. This is 
typically through purchasing or renting goods or 
services.

The word derives from "custom," meaning "habit"; 
a customer was someone who frequented a 
particular shop, who made it a habit to purchase 
goods of the sort the shop sold there rather than 
elsewhere, and with whom the shopkeeper had to 
maintain a relationship to keep his or her "custom," 
meaning expected purchases in the future.

http://www.wikipedia.org/


È Students - They are the primary reason why we 
are all here.  Without the students the 
University doesnõt exist.  

È Parents - They are our main supplier.  They 
produce the students that support the 
University.    

È Employees ðAs employees of the University 
we work together and need to provide 
information and resources between 
departments.  



òExcellent customer service is the process by 
which your organization delivers its services or 
products in a way that allows the customer to 
access them in the most efficient, fair, cost 
effective, and humanly satisfying and 
pleasurable manner possibleó 

(www.bizwatchonline.com,2009).



According to Eberhard Sheuing in his book 
Creating Customers for Life , you must be 
excellent in all three of the following areas to 
achieve Excellent Customer Service:

ÅCustomer Friendly Processes

ÅEmployee Commitment to Customer Service

ÅCustomer Dialog



If you canõt resolve a problem or provide 
information quickly, maintain contact with the 
customer to let them know you havenõt 

forgotten about them and you are still working 
on fixing their problem or getting them the 

information they requested .  Lack of 
information creates anxiety and/or hostility.



Eliminate "no," "can't," "won't," "impossible," 
and other negative tone language from 

conversations. Approach the situation with a 
"Here's what we can do" optimism that makes 

the customer feel taken care of. When 
customers feel taken care of, they come back. 



Answer all customer complaints, whether 
through e-mail, in person or by way of a phone 

call, at the earliest possible time. 



Give your customers as many ways to contact 
you as possible. Allow them to reach you via e-

mail, phone, and fax.  Of there is a 1-800 
number available give it to them.



Manage your customerõs expectations.  Be 
flexible about the way you deal with every 
customer; each one has different concerns, 

needs and wants.



Never, ever lose your cool with a customer. Be 
polite to them even if they are annoyed with 

you, or you are annoyed with them. A smiling 
face and comforting words will go a long way 

in soothing frayed nerves. A customer can 
always hear a smile in your voice.



Make sure they know they are welcome to 
contact you anytime with any kinds of 

questions.  Never make your customer feel like 
he/she is a burden or that you donõt have time 

for them.



Hear what your customers have to say. 
Sometimes, customers may say one thing but 

mean another. Pay attention to their body 
language and tone of voice, not just the words.  

Listen, listen, and listen some more.



Make promises sparingly, and keep them 
faithfully, no matter what it costs. Do not 

promise the customer anything you cannot 
deliver. If you tell your customer you will call 

at a particular time, do it even if you donõt have 
the item or information they requested.



The most important tip is to always remember 
that you are a customer too! Treat your 

customers as you would like to be treated.


