[image: S:\Internal Operations\marketing\LOGO & BRAND\Gateway Qualifications Logo\Logos for internal use\page header with line.png][image: S:\Internal Operations\marketing\LOGO & BRAND\Gateway Qualifications Logo\Logos for internal use\page header with line.png][image: ]
	
Level 2 Certificate in Retail Knowledge
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Unit M/502/5821: Understand Customer Service in a Retail Business
How Does Effective Communication Impact on Customer Service?

To deliver your company’s required level of service, information and advice to customers you will need to communicate effectively in a number of different ways:
· Face to face
· By telephone
· In writing
If you are effective at communicating with your customers, they are more likely to receive a satisfactory service and are more likely to return to the store again and again.
Face to Face
When communicating face to face, the customer will only absorb around 30% of what you say. They will also be absorbing other things including:
· Smell
· Physical surroundings
· Background noise
· Moving objects in their vision
The biggest thing they will absorb will be your body language and this could account for up to 50% of what they absorb. This will include:
· Your breathing rate
· Your tone of voice
· Your eye movements
· Whether you are relaxed
· If you are nervous
· If you are happy
· The speed of your speech
It is important you are aware of your body language and ensure this does not have a negative impact on the service you are delivering. There are a number of techniques to ensure you are delivering service to meet your customer’s needs:
Mirroring – This is where you mirror a customer’s movements to make them feel more comfortable. For example, if a customer stands sideways to you, you can also stand sideways and this will help them feel more comfortable. Mirroring is particularly good when dealing with difficult customers.


Pacing and leading – If you have correctly mirrored the customer you can use pacing and leading to encourage a customer to mirror. This can be particularly effect when dealing with angry customers as it can help calm down the situation.
Telephone Communication
It is important to remember that, when you are communicating with customer over the phone, you have to remain aware of your non-verbal communication just as much as when you are communicating face to face.
Just as with face to face communication, customers on the phone will be aware of:
· Background noise
· Your tone of voice
· Speed of speech
As a result, it is vital you treat communication over the phone just as you would face to face. Remember, always answer the phone with a smile on your face, the customer will be able to hear this in your tone (try it!)
Written Communication
More and more people use written communication as a way to make contact with companies and it may be part of your role to respond to the written communication. It is important to remember that the written word does not have any tone so the communication could be misinterpreted if the words are not chosen carefully. Consider the following:
· Ensure you spell check all communication
· Do not use block capitals – this is the same as shouting at a customer
· Ensure the document is correctly laid out
· Proof read the document – it might be worth asking someone to help you with this
· Ensure you always follow your company standard for documentation
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