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THE CUSTOMER SERVICE REVOLUTION

The Customer Service Revolution: Overthrow Conventional Business,
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WHAT IS A CUSTOMER SERVICE
REVOLUTION?
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CHANGE ON EVERY LEVEL

Consciousness Behavior

Culture Systems




HOW DO WE GET THERE?

* 9-month-long initial process
e laythefoundation

» Staff-Driven Projects

e “ACulture of Service”

* More than just “Being Nice”

Roadmap to the Customer Service Revolution!
N®

Team Meetings
January 2017

Customer Service
Vision Statement
February 2017

Customer Service
Promise
March 2017

Customer Service
Standards
April 2017

Customer Service Training il
Customen
Manual poricn
August 2017

Customer Service
In-Service
August 2017




TEAM MEETINGS




VISION STATEMENT

“We want to be the best part of your day!”

THE CUSTOMER SERVICE REVOLUTION

i
e Deliver Excellence ik

Deliver

® CO n n e Ct Excellence sonree:

e Be Empowered
[ ersonalize Innovate b

Flexibility
Take Action e

Customer Service Vision Statement




SERVICE PROMISE OURSERVICERROMSE

Social contract with our
stakeholders

NOT “thou shalt not” list

Sets expectations of service

Tilted towards the customer

SERVICE




SERVICE STANDARDS

Always/Never List

Point Show

e Make it personal | il | e

Make Excuses Own It

> Make |t ShO rt o Respect your Patron and
Criticize or Overshare s
Institution

e Make it achievable  Ask “Is there anything

Ignore the Patron else | can do to help you
| today?” 5

Focus on what you can
do ‘ :

' Service

Show Frustration




LONGEVITY

e Customer Service
Training Manual

e Continued Training
e Continued Discussion
 Hiring Practices

e Evaluations

The Three Pillars

Created By Shedrick Pittman-Hassett

DELIVER EXCELLENCE! |

CONNECT!

| 8E EMPOWERED! |

This comic strip was cr

cated at MakeBeliefsComix.com. Go there to make one yourself!




RESULTS

® 2013 USER SURVEY: 71.35% OF USERS WERE W ' - Ghostbustezs
“VERY SATISFIED” WITH CUSTOMER SERVICE P
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® 2017 USER SURVEY: 93.9% “AGREED” OR
“STRONGLY AGREED” WITH POSITIVE
CUSTOMER SERVICE STATEMENTS
REGARDING THE LIBRARY
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sector. They expectresults. L. =




EMBRACE THE CUSTOMER SERVICE
REVOLUTION?
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SHEDRICK PITTMAN-HASSETT

® ASSOCIATE DEAN OF LIBRARIES
® NORTH CENTRAL TEXAS COLLEGE—GAINESVILLE CAMPUS

® SPITTMAN-HASSETT@NCTC.EDU
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