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If you did any shopping over the holidays, | 1. Builds loyalty: The first step in empowerment
hope you enjoyed nothing but positive customer is trust. If you are seen as someone who trusts
service experiences. Unfortunately, chances are others, your team will become even more loyal.
that wasn’t the case.

Sometimes the business environment we 2. Energizes others: Have you ever been part of a
work in forces people to focus more on what they — EEINReI(ElyIPEN el RU S ETEER oLCTo] ol [REVCRCT CT 6 P<Te)
can’t do instead of what they can do. You may and upbeat? Part of that was likely because
have heard things like “I have to call a manager”, decisions were pushed to the front line and team
“| can’t do that”, “I’'m new here”, “I'm only a members were given individual control.
clerk”, or “that’s above my pay grade.”

We have the ability to take our service to the  BEBVIUEVEERU S RN T Eel NER\T R g[S

next level by empowering people around us. opportunity to “figure it out”, their motivation
| was recently reading about Zappos, an skyrockets.
online shoe company known for exceptional
customer service. The CEO said their priority is 4. Fosters learning: We learn when we do things
personal interaction with customers. Their phone  BERgle[p1 el @'Y {o1a (s g TTaRYeTNR=T R TololVETARYe IV 1| (61

number is on every page and they encourage calls  [RollglIERToR EET g Tlo Ko (V1 (6] o
so they have the opportunity to connect with
people. They encourage their staff to engage, and M [gglo]go)Y=ENol=Na o) {agk: (=R Lo TVR 13 [[o] 3] @ EV/NQIET (o
empower their teams to make decisions right the saying practice makes perfect. Another way
then and there. of looking at it is that empowerment improves
Challenge yourself to performance. A highly skilled team develops
think of new ways to s more quickly when people start “doing.”
empower the team around /
you. Treat your team Fr 6. Achieves better results: All teams are
members like VIPS and that | ¢ ultimately judged on the results they achieve.
will be reflected in your Empowering others and leveraging the full range
customers’ improved . of skills, knowledge, experience and personal

experiences! attributes at your disposal helps achieve results.
*Adapted from materials developed by Duncan Broadie

CSA News “The Science of Service:
01.07.11: “The Science of Service: Six Essential Elements for

Making The Six Essential Elements Work For You” Crea:tlng a CUlt_Ure of Service
See www.Carlshad.org in the Public Sector”

01.14.11: Book Signing! $15 for the book, $10 for Available Now at
wine tasting, $25 for both, $0 for neither —
just come by and say hi!
See www.theCSAedge.com for details *Join a TweetChat about the book 02.02.11@5pmPST

Please contact us today to see how CSA Inc can help your organization maximize your customers’ experience.

1.760.445.6550 / info@theCSAedge.com / 555 Country Club Lane, Suite C-350, Escondido CA 92026
follow us on

twitter @theCSAedge
We look forward to hearing from you!




