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2) BE PROMPT:
Besides being friendly and polite, one of the biggest factors that 
contributes to ensuring that you are providing excellent customer 
service is promptness, which is the speed in which service is 
provided. Customers don’t like to wait. Customers can quickly 
become frustrated and angry when they have to wait too long. In a 
recent survey about customer service, close to 70 percent of 
customers identify the speed in which they were assisted as one of 
the most important factors. Because promptness is so important, it 
is imperative to pay close attention to how long a customer is 
waiting and to be efficient with helping all customers. This means, if 
someone is waiting for assistence, you don’t want to be socializing 
with other customers nor do you want to be socializing with 
employees. If you are assisting customers by phone or email, you 
need to respond back to them as quickly as possible.

3) BE A GOOD LISTENER:
Customers want to be heard. Another, top complaint that customers 
have is that they were not listened to by employees. Therefore, it is 
important to listen to what the customer has to say as well as show 
the customer that you are actively listening. Active listening is 
where you show the customer that you are listening by maintaining 
eye contact, showing interest, and not interrupting. In order to be 
able to properly help a customer, you need to know what the 
customers really need. This can only be achieved by carefully 
listening, and if you are not sure what they need then politely ask 
questions to gain more information.

9. What does it mean to provide prompt service to customers?
10. In a recent survey, what did 70 percent of customers say was
important to them?
11. Because prompt service is so important, what is it important to do?
12. If customers are waiting, what should you not be doing?
13. What is a top complaint that customers have?
14. How do you show customers that you are listening to them?
15. What is active listening?
16. What should you do if you are not sure what the customer needs?
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4) BE PROFESSIONAL=  PATIENT, CALM, AND RESPECTFUL:
It is important to always remain professional when providing 
customer service. A professional is an employee that is patient, 
calm, respectful, and knowledgeable. Being professional shows 
the customers they are cared for and are respected, by you.
When interacting with customers, a professional will use formal 
language, not slang; they will address them in a respectful, 
friendly tone, even when the customer is angry. The true 
challenge for an employee is to be able to provide excellent 
customer service when dealing with challenging and/or angry 
customers. A  professional will remain patient and calm, which is 
not easy to do. However, it is the right thing to do and expected in 
the workplace. Also, by remaining calm, helpful, and positive, you 
will most likely be able to de-escalate (lessen or lower) the 
customer’s anger or frustration. In in the end, a happy customer is 
a repeat customer and ensures you have a job.

17. How should you always remain when providing customer service?
18. What is a professional employee?
19. What does being professional show customers?
20. When interacting with customers, what kind of language should you

use?
21. When a customer is angry, how will a professional remain?
22. By an employee remaining calm and positive when helping a 

customer that is angry, what will it help to do?
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3) You are a waitress or waiter at a restaurant it is a Friday night
and the restaurant is very busy. You have a customer that is
upset because he has been waiting for is food for one hour and
his food is still not ready. What do you do?_________________

4) You work in a coffee shop, and there is a long line of people
waiting. You just walked into the store to start your shift, and one
of the employees stops you and wants to talk about what he did
over the weekend. What do you do?_________________________

5) You work in a shoe store. While you are helping a customer with
selecting and trying on shoes, another customer walks up and
appears to be interested in trying on shoes. What do you do?
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