




The needs of your Customer and Organisation are very important and it is essential that you understand these and as necessary strike a balance.
Balancing needs of customer and organisation

Ask yourself:

· How you can involve others in meeting your customers’ needs

· When you should use formal and informal methods to satisfy customer needs within the resources available

· When you should seek assistance and when to use your own initiative

· What different ways there are of responding to customer feelings

· How you can put into practice ways of judging customers’ feelings: body language, sensitive questioning, observation, listening

· How you can change own behaviour to respond positively to the feelings of the customer

· What ways there are of communicating verbally and non-verbally in working with customers

· How you can choose what and when to tell customers about ongoing service issues
· How you can sense - and get right - different ways of getting through to customers
· How you can check understanding with customers by reading a variety of signals from them
· What ways there are of seeking help from others to resolve communication difficulties

Balancing needs of customer and organisation

You must know:

· The relevant products and/or services of your organisation

· Your organisation’s procedures for the storage, security and confidentiality of records

· Your organisation’s service standards and code of practice

· Formal and informal channels of communication in your organisation

· Different ways of responding to customer feelings

· Putting into practice ways of judging customers’ feelings: body language, sensitive questioning, observation, listening

· How to change own behaviour to respond positively to the feelings of the customer

· Other colleagues able to assist in communicating with customers with specific individual needs

· Procedures for keeping customers informed

