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From Wikipedia, the free encyclopedia 
Customer service is the provision of service to customers before, during 

and after a purchase. 
According to Turban et al. (2002), “Customer service is a series of activities 

designed to enhance the level of customer satisfaction – that is, the 
feeling that a product or service has met the customer expectation." 

Its importance varies by products, industry and customer; defective or 
broken merchandise can be exchanged, often only with a receipt and 
within a specified time frame. Retail stores often have a desk or counter 
devoted to dealing with returns, exchanges and complaints, or will 
perform related functions at the point of sale; the perceived success of 
such interactions being dependent on employees "who can adjust 
themselves to the personality of the guest,"according to Micah Solomon 
quoted in Inc. Magazine. 

Customer service should be included as part of an overall approach to 
systematic improvement. A customer service experience can change the 
entire perception a customer has of the organization. 
 



 Department of Energy – Site Office and HQ 
 Contractor – JSA, FRA, Battelle ect 
 Lab Management 
 Other related departments, finance, procurement, property, ect.. 
 Your Manager 
 Your Staff 
 Vendors, Freight Carriers and any guest or individual that has 

expectations of you 
 ALL people downstream that depend on your services. 



 Cultivate an atmosphere of courtesy—Small gestures such as friendly smiles, 
use of the customer's first name, and minor favors can have a 
disproportionate impact on the way that a business is viewed. 

 Address mistakes promptly and honorably—No body is infallible. 
 Seek out or develop technology that helps customer service. Make sure that 

what you are offering really is something of value to your customer. 
 Communicate with your employees—Employees who know about changes in 

policy or Lab direction are far more likely to be able to satisfy customers 
than those who are not. 

 Communicate with your customers – Relating changes in policy, programs or 
software updates. In a professional but personable way can go along way 
towards promoting your departments image.   

 Do what you say your going to do – Don’t make promises your department 
can’t keep. Reliability matters! 

 Listen to your customers - Let your customers talk and show them that you 
are listening by making the appropriate responses, such as suggesting how 
to solve the problem. 
 
 
 
 



 In retail sales the phrase “The Customer Is Always Right” is a 
common motto.  

 In our regulatory world “The Customer Is Mostly Right”. Our policies 
and procedures may not be of our own doing. 

 “You can’t always get what you want, you get what you need” the 
Rolling Stones didn’t take into account that federal regulations 
matter when they wrote that one. However, we are bound by them 
and other DOE/NNSA directives. 

 Over time, educate your customer about the regulations and 
directives that determine your policies and procedures. By doing so 
you will get them on your side. The end result might be “the 
customer is always right”!  

 When the customer is right, listen to them. Implementing a 
procedure as a result of customer feed back will go a long way 
towards the perception of your department. 



 Customer Service is easy when “all’s well” it’s how you deal with “the 
problem”. 

 Don’t be defensive just yet and do not be offensive. 
 Be careful what you write, it can and will be used against you. 
 Tag team if your struggling to communicate. 
 Some things cannot be changed/fixed. (Receiving must receive the 

package into an accounting system before it can be issued, shipping 
must complete export control before international shipments to a 
name a couple) 

 Adhere to Keys to Success. Live them, love them, mean it.  
 Refer problem to next level of management. 

 



• Your Customer 
• Your Department 
• Your Lab/Facility 
• DOE/NNSA 
• You Do! 
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