
 

Get Customer Feedback. Ask customers how you are 

doing. Customers are usually thrilled to have the 

opportunity to tell you what you are doing right and where 

there’s room for improvement. Every so often, call up a 

customer at random and talk to them. You might also try 

using some of the web-based survey tools that are out 

there. It’s easy to do market research and find out what 

your customers want. But don’t forget to act on what you 

hear – you don’t want to get a reputation for listening to 

customers but never acting on their feedback. 

 

Surprise and Delight Customers. Studies show that 

customers who are given exceptional customer service are 

better customers than those who are given just good 

customer service. They buy more and they stay on longer 

as customers. Every so often, surprise and delight your 

customers by doing something truly extraordinary. For 

example, add a bonus product in their order with a note 

thanking them for their business. You will be surprised 

and delighted yourself when you see the effect this simple 

technique can have on your business. 

Hire Good People. When hiring customer service 

representatives make sure you recruit employees who will 

serve your customers well. Employees who are enthusiastic, 

friendly and outgoing will generally be nice to customers 

even in the most difficult situations. It’s also important that 

new hires be intelligent, empathetic and have good problem 

solving skills. If they have those characteristics, they should 

have no problem understanding a situation and making the 

right decisions to keep the customer happy. 

 

Invest in Customer Service Training Programs. Provide 

ongoing training that focuses on customer service. Customer 

service training should include role play scenarios of all 

types of customer interactions. For example, in the future, 

it’s possible that a customer may swear at one of your 

employees and call them bad names. Role play the scenario 

with your employees and make sure they know how to 

handle these worst-case scenarios. 

 

Empower Employees. Nothing hurts customer service 

more than an unempowered employee. Give your employees 

the authority to make tough decisions on the fly, even if you 

are not around. Never second-guess their decisions. 

However, it’s important to define customer service 

guidelines so they at least have a baseline from which to 

make their decisions. When an employee makes a good 

customer service decision, make sure to congratulate them 

on a job well done. 

Genesys Business Solutions helps 
evolving companies to stabilise and 

grow. 

 

Genesys is a Microsoft Certified Partner – with 

competency in Microsoft Business Solutions.   We can 

advise you on Dynamics Great Plains® solutions - 

whether implementing as new or developing on existing 

installations.  Our commitment is to support your 

company’s systems and provide you with a quality, 

reliable IT business solution. 

 

Our proven track record in delivering Microsoft 

Dynamics Great Plains® means we have the experience, 

expertise and know-how to ensure you get the right 

solution for your business.  Development of solutions for 

specific business requirements is our key competency – 

no matter how complex your systems transactions. We 

provide a full support and training service throughout the 

lifetime of your system, changing and evolving as your 

business does.  

 

 
"Genesys linked our Front Office system and Warehouse 

Management system to Great Plains. The development project was 

on time and within budget….and it was a 12 month project." 
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