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Unit 250: Give customers a positive impression of yourself and your organisation
Handout 1: How to give customers a positive impression of the learner and the learner’s organisation
Appearance and behaviour 
The first impression customers get of your organisation will come from your appearance and behaviour. Remember, you don’t get a second chance to make a good first impression. 
Clothing requirements will vary in different stores; you may be required to:

· wear a staff uniform
· wear products from the store’s range of clothing
· simply dress appropriately, eg wearing overalls in an environment where these are practical

· wear a name badge which identifies you as a member of staff. 
Whatever style of dress your organisation requires you to wear, it is important that:

· your clothes are clean and ironed
· your hair is tidy

· your hands and finger nails are clean
· your shoes are comfortable and suitable. 
Customers will expect staff to show a friendly approach and positive attitude. If you appear indifferent to the merits of your organisation and its products, the customers are likely to feel the same. Your behaviour should be professional at all times. 
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Customer expectations and needs

Once you have made the correct first impression on your customers, you will need to recognise their expectations and their needs. Customers will have formed expectations of the type and level of service they will receive from the organisation through the impression you have created, but also through:

· the feel of the whole store

· advertising and publicity

· the store’s reputation

· their friends’ and family’s experience

· their own experience.

You will need to understand the expectations an individual customer brings. A customer with low expectations will be difficult to persuade that you can meet their needs; a customer with high expectations will be disappointed if you are unable to exceed their needs. Recognising and responding to customers’ needs requires verbal skills and non-verbal skills or body language. 
Verbal communication skills

Verbal communication skills include the ability to ask open-ended questions to find 
out what the customer wants. From their answers you will be able to identify what the customer actually needs. Equally important are listening skills; active listening involves responding to what you hear, either by asking further questions or simply nodding or shaking your head.

Non-verbal communication skills and body language
Non-verbal communication skills include:

· Posture – for example, talking to a customer with your arms folded will create a barrier.
· Gestures – for example, pointing your finger at a customer indicates aggression and should be avoided at all times.
· Facial expression – for example, smiling at a customer will help the customer to feel welcome.
· Personal space – everybody has an area around them which they are uncomfortable if somebody else enters. 
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Your body language will affect customers’ behaviour and you will also need to recognise their body language. The customer’s posture, gestures and facial expression will help you to recognise when they are angry or confused. Angry customers may shout or be rude, use abusive language or even become physically abusive. Confused customers may have been given unclear or conflicting information in the past or may simply have difficulty in understanding information generally. In these situations you should remain calm, speak quietly but clearly and try to find out the exact cause of their anger or confusion so that you can take the necessary steps to help them.
Verbal enquiries
It is important to respond to customers’ questions and requests for information promptly. In most situations these request will be verbal and face-to-face. Regular eye contact should be maintained, although you must avoid giving the impression that you are staring at the customer as this will make them feel uncomfortable and, to some customers, appear aggressive. Use your active listening skills by offering feedback, listening without interruption and responding appropriately. Repeat the customer’s requests to confirm that you understand them. 
When answering calls from customers try to avoid putting them on hold; if you are unable to answer the customer’s question immediately, offer to call them back when you have the information. If you have no alternative to putting them on hold, make sure you go back to them regularly to update them. If you have offered to call them back make sure you do so at the arranged time; if you are not ready to answer their query at that time, call them to re-arrange a time when you will have the information.
Written enquiries
You may receive requests from customers which will need a written response, by letter or e-mail. Your organisation will have its own guidelines on when to contact customers in writing, the house-style to be used and the level of formality of language. They will also have guidelines on the maximum length of time that should pass between receiving the request and responding to it. However informal, written communication must have correct spelling, punctuation and grammar to avoid giving a poor impression will be given to the customer. 

