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NO!
No is much easier for a customer

to accept when they have seen that
you have made an effort to say yes.

If you do not have what they requested,
take this opportunity to offer another

product option that is similar. This way,
you may still be able to close the sale 

and the customer sees that their
business is important to you.

RELIABLE
Our mission is to excel every time at what 

we do. This consistency helps the 
customer have faith and trust in what we 

say we are going to do each time.  
Remember to serve the customers with 

empathy, compassion and efficiency.

SET THE TONE
This is simply done in 

your greeting. Greet with 
an eager tone and watch 

the magic happen.

TERRIFIC
Do not just settle for good or great… 

aim to be terrific! Customers are more
educated and know what they want, and
how they want to be treated.  Be creative
and always find a way to be better than

your best!



UNDERSTAND
Ask as many questions as you need

to understand what the customer is 
explaining. Understand that you are

there to help and not have the 
customer repeat their issues.

VALIANT
Make a valiant effort to control your

emotions when liaising with an angry
Customer. Be empathetic and remain

Calm. I suggest that your efforts to
achieve this be valiant.

WISHES
Wish for your customer to have

a great experience dealing with you.
Wish that this customer recommends
you. These types of wishes guarantee
that you put your best foot forward
when dealing with your customer.

XENODOCHIAL
Xenodochial is  being friendly to strangers.
Customer Service Reps must have a great
enthusiasm for meeting new people and
that enthusiasm must show. You cannot
Be successful or excellent at customer

service without the ability to be
passionate about helping others.

YEARN
How important is it to you to see
your customer leave satisfied? Is

it something you yearn for?
Your customers now have the
ability to compare you to their

best experience from other
businesses. You should yearn to

always be the best and the 
customer must be able to see this

added passion.

ZEALOUS
Have great energy and 

enthusiasm when satisfying your 
customers. This proves to them 
just how happy you are to serve 
them.  This zeal is what makes 
the customer want to return.  

This zeal should also be seen by 
your entire team or colleague, as 

it will motivate them to be 
zealous.


