


Checklist for Great Customer Service

· Greet visitor with “Welcome to Nevada Humane Society, how may I help you?”
· Greet caller with “Nevada Humane Society, how may I help you?”
· Smile. Be friendly and welcoming. 
· Make eye contact.
· Acknowledge waiting people with a friendly smile; “Sorry for the wait, we’ll be with you soon.”
· Listen carefully. Ask questions if needed. Be sure you understand before responding.
· Determine if you are the right person to help, if so, be thorough and accurate.
· If question is inside your department but outside your knowledge, 
· personally get them in touch with the appropriate person or
· take a message with name, number and subject, following up to be sure the appropriate person gets the message
· If question is outside your department,
· refer to most recent version of Customer Service & Phone Manual and
· personally get them in touch with the appropriate person or
· take a message with name, number and subject, following up to be sure the appropriate person gets the message
· If situation gets emotional or you are not sure what to do, excuse yourself and get a manager. 
· Close with “Thank you very much for ______________!”
· Celebrate pet adoptions and donations. Make people feel good about what they are doing. Comment on the wonderful pet they have selected, congratulate them on the adoption, or tell them what a difference their donation makes for the animals. 
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