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This class...

* Develop customer friendly
Internal systems

* Maintaining a positive store
culture for customers

« How to handle customer
complaints






Systems & Culture

W
what people
actually do

rules and policies
that we govern
ourselves by



Systems & Culture

ITHIS IS VERY]
IMPORTANT
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Wish List




Define your expectations
1. What is GOOD customer service?
2. What do your customers expect?



« Basic service
IS disappointing
« Expected service
IS nothing special
« Desired service
IS what they prefer
e Surprising service

makes them come back

— Ron Kaufman, UP! Your Service



Why do we need empathy?

80 percent of companies
believe they deliver superior
customer experience, yet only
8 percent of their customers
agree. It's not about our
perception of the service we
are giving them, it's about
theirs.

— “Brandtrust” Consulting & Research
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ReStore Customer Service

Activity

Define the cusiomer sarvice expacialions for your Hablal ReStona.

BASIC EXPECTED DESIRED SURPRISING
o Shoppers arz o Shoppers a2 o Shoppers get o Shoppers are
answerad polltely | grested and help | help wih lcading | shown genuing
g out no additional oy avallanle, and unloading thelr | Intarest by staft and
T | melp ommerza fendly and cars, and are engaged in
a knowledgeable shawn to Hems by | appropriate
staf. siaff who takes Interactions basad
ﬁ time to understand | upon their needs
thair neads. and wants.

o Voluntears have o Voluntesrs are o Voluniesers work

o Woluniesars work

no assigned tasks, | grested, directly with sta | with stalT who know
S aren't greeted and | understand Who Enows thelr thalr Interasis and
[ don't undersiand expectations, are name and are nat whio are Invesied In
% tha mission. treated podltty, are | left with questions | them as team
respected, arsn't | about tasks orthe | members.
m oversorked and organization.
a never anandonad.
o Donors walt for o Donors recelva o Donars recelve o Donars are
call backs, are met | Umely call backs aitemative thanked, followsd
with unirained staff | and plekups, are | soiutions when up and are sarved
8 and are not shown | met with pollte and | thelr items aren't Dy team memibers
empathy or a nelpful donation acoapled, they who anficipats their
Z | solution when they | ambassadors, have prompt nesds.
Q are Misappointed. | enjoy prompt senvice and the
donation drop off | i3t gauges thalr
sandce and are needs while
tharked. meeting their
expectations.




Are there
other
systems that
Impact
customers?
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ReStore Customer Serwce

STORE CULTURE




Culture

 Build a Common
Understanding

—Why Is customer service important?
—Who's right — the customer or employee?




Culture

 Build a Common
Understanding

« Communication




The Elements of
Communication

« Word Choice 7%
 Tone of Voice 38%
 Body Language 55%



ommunication
asics
andout

ﬁ Habitat
for Humanity

| ReStore

Check your Habitat ReStone for signs of negative language.

The Power of Language

Awvoid Instead try... Hotes
“May | please put you on
ol lessa o | MY Wa 35k — then wall for the answes! Let the caier
'Heasl::e'mcl' “Would it be okay I | put you Imﬁ'myg.'mmtrg:mmmmmumg
: on ok Tor thiat migkit
while7"
Saying aimost anything that
; . nexd
S S YT | g e Qe s The automalic answes to “Can | help youT™ Is N,
L s w" =i caqalﬂpm',msaﬂwm- |uest Iooking * IS & convrsaton Ss0ppear, not starter,
foday T
. . - SEI';'IPg“II‘Ej" ||1'I3|EEWJ3|'EMMFUT"'E
“They (Hanitaty | We.. -
Thavetn. Or | Tmgoing .7 T IKE.." | WITY do you Nave 07 Malking 3 consciols choice |5
“fouhaveiogo |/ “The donaton door s right | fiar prefieranie to fesling Torced” of to “making a
o the next dioan thene, F{EﬁE nead mat sacTce.” "EFI The cusimeT feal t3ken care of, not
door. " I\E"‘.' oimered amund.
ety your expectations and
evousnoun - | Stk I ceany “Would you “Shouids" ar usLGElly Hp-ais that you have
mind._. " “Coud you. .*
The Infomation you're
“fou snoud ook
on o wepshe | '2OKING O 530 B found Customers don't know the Inner workings of our
or _— . | oraEnizaton—nor should they! Fill In details 50 thay
“¥ou have fo cal %‘Mg'&g’j 1™ | riierstand why you are drecting them 1o another
3 e whohandies allowr | Poco PE0N OF 126002
} B:-"'I’Eﬂ'.”m L
Lo CI=toME | For your safety: Sta and Simgey Luming the negaive sti=ment into a
(sign Vilunbaers Only pessittive one 5 3 5mail, but powerul gesture.
el e [ — Vwmat we want to f0CUS: on 15 our markdown sysham
Mo Hagging! 0 encoursge great umover and ng'1lg'r thee graat
Sk markdowns are frequent! G 213t e DTS Can 0=t I DU Stores.
MO DUMPING Intending i dumg, no Sign wil deter them.

donatons outside!
{sign)

during our shore hours.

the best we can do s l-:-elnrx}eum' slgrage,
yet make sUre the fagade ks cieaned dally and looks

peofassional and InvEing.

Mo a-:d'san?as!
Mo refunds! Mo
excantions!

Darger: Keep
Ot This means
YOI {5ign)

Al sales are fnal

The mone simple to read and understand the sign Is
the more effective it 'will be. Alsp, Imagine how ils
reads b0 semeons who might be vistting your siore
fior the first Ime—not welll |5 this redlly the

| want o give I cUshamers and
mprESsion you gve you




Culture

 Build a Common
Understanding

« Communication

 Model Behavior
 Reward Desired Behavior
* Train them!




damage can |9}
they really /98
do??

“‘.’



What if we '
train them



Your
Team

Treat your staff
like they make a
difference, and

they will.

— Jim Goodnight
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3 Steps to Great Service

1. Figure out what the customer wants

= Be Polite

2. Get it for them

» Expectzd level of service

+ Empathize

= Be enthusiastic

3. Doitright

= Swrprise them

= Keepitup




3 STEPS 1. Figure out what the
TO GREAT customer wants
SERV|CE Engage (20/20 or 10/4 rule)

Be polite

2. Getitfor them
Expected level of service

Empathize
Be enthusiastic

3. Doitright
Surprise them
Keep it up
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Activity

Practice tralning a new volnteer or sta memioer Teach the 3 steps to a partner In less than
fwo minutss. Uss this soript or change the vernlage 1o make I your own.

Steg number ore & Tigure cut what the customer wanis’ which means we make ye contact and
Isten o what they have to 53y 50 we now xacty what ey want and how we £an help, We ae
a50 pailte which means we smile and LSe coWre0Us |anguage.

St number twa s ‘get it for thesm'’ and we: do that I 3 faw ways. At this store we greet every
shopoer within 20 1t or 20 seconds of entenng e Store, we help with Inaging and uniaading far
£ONONS and ShODpPesE, and WETE respectul i our flow ReSion St and volunisers by being
avallabie to help In oMer denartments When we can, If we don't have 3 product or sendee that
customer expects ihat can be disappoining. Because of Mat, In our ReStone we put form
additonal effort to empathize Wi oUr CUstomens 50 we can be understanding and caim In tanse
BHUSHOrE.

Sten number three Is "do It ight’ which means surprsing them with axira attention of sendce T we
Fawe time and only If they want . W also ‘do It ight' by malking these guidelines conslsiant so
our CusiOMmers inow when they show Lp 3t the ReSiore they can expact o be treated weil,

f you hiavie any QUESSONS YOU £3N 35K anyone anosund Mers with 3 graen shirt on, and we want
you 1o hawe a great Ime 50 make sure you get one of us [ you fesl uncomfortable about 3 task or

a customer Interaction. Thanks 50 much for coming In today and thank you for heiping Habtat

Motes:










Quick Recap!

¢ Systems
— Define expectations
— Develop accountability tools
— We'll cover policies later

 Culture

— Build a Common
Understanding

— Communication

— Model Behavior

— Reward Desired Behavior
— Train them!




5 STEPS 1O

HANDLING 1. Acknowledge the
COMPLAINTS complaint

2. Sincerely apologize

3. Take actions to make

things right
4. Thank the customer

5. Document the complaint






Next Steps

* What Is your store culture?
Is your team ready for
training? Build your
common understanding!

» Set expectations with
trainings, meetings, and
Internal reviews.

* Open a dialogue about
conflict and complaints.

?ﬁ\ Habitat for Humanity’

ReStore




' Thank you!

ReStore Support
restore@habitat.org

Eric Allen
eallen@habitat.org

".fr?‘ !-olrauﬂmg ‘ ReSt(jre We build strength, stability and self-reliance through shelter.
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