
 
 
 
In recent years, the number of jobs in the service sector has increased considerably. Offering 
quality customer service and care is a fundamental requirement for a successful company; with 
so much competition, keeping clients happy is a top priority. Below are some tips on how to 
improve your customer service skills. 

 
 

Communication Skills 
 
“The two words ‘information’ and ‘communication’ are used interchangeably, but they signify quite 

different things. Information is giving out; communication is getting through.” 
 

--Sydney J. Harris 
 

• Check for understanding. If you continue rambling on despite the fact that you’ve lost 
the listener after the first sentence, you're wasting their time and your own. Check 
regularly for understanding before continuing.  

 
• Explain things using the listener's frame of reference. Don't assume they know all the 

details of what you're talking about, and try to explain it from a perspective they can 
relate to.  

 
• Past, present and future. Focus on the recommendations for future problems, rather 

than exploring in excruciating detail what went wrong, whose fault it was, and why.  
 

• Think before you speak. Is what you are about to say worth communicating?  Will it be 
productive?  Do you know how to say it?  What is the best way to say it?  Blurting out the 
first thing that jumps into your head might result in talking about something that has little 
or no direct bearing on the issue at hand.   

 
• R-E-S-P-E-C-T-. Be respectful of other people’s opinions, whether or not you agree with 

them.  
 

Time Management 
 

“Time flies, but remember: you are the navigator” 
 

--Unknown 
  

• Analyze how you spend your time.  Keep a log (for 2 weeks) of how long tasks take 
you.  Get a good idea of time in relation to what you have to do. 

 
• Be organized. In order to get things done efficiently and to manage your time wisely, you 

must have essential things like your desk and files organized. Clutter makes you waste 
time and drains your energy. Arrange client-related papers by subject, keeping in mind 
that those papers that need to be readily accessed.   

 
• Innovation. Think of innovative solutions to time-wasters. Think of how you can do two 

things at once and avoid having to do the same thing twice.   
 

• Consistency. Be ready for repetitive tasks.  If you have a standard way of dong things, 
be consistent. 

Customer Service Profile Assessment Advice



 
 

 
 
 
 
• Start small. Take action on small things (inbox, messages, papers etc) right away.  File 

it, throw it away, pass it on or deal with it.  Just don't have a pile of menial "to do" items.  
If someone puts a message on your desk, get it out of the way immediately.  Then it's 
done! 

 
Patience 

 
“Patience is the companion of wisdom.” 

 
Saint Augustine of Hippo 

 
• Good things come to those who wait. The old adage still holds true. It can be 

extremely difficult waiting on others. However, being patient and discouraging impulsive 
behavior will make our achievements that much sweeter once we do reach them. Try 
naming two good things that came out of waiting and you’ll see that a little patience can 
bring wonderful  

 rewards. 
 
• Take a little patience, and call me in the morning. Getting impatient is not only bad for 

you state of mind, but for your health as well. Physically, your blood pressure will rise, 
causing your body unnecessary stress. If you don’t want to be patient for the sake of 
others, then do it for yourself.  

 
• Sometimes, you just have no choice. Under certain circumstances, we have no other 

option but to be patient. Getting agitated will accomplish nothing except make you even 
more agitated. 

 
• Here’s the good news. Patience is not something you are born with. It is a skill that can 

be easily learned. 
 

• Now the bad news. Patience can only be learned if you put it into practice. That doesn’t 
mean you should run to a store immediately and place yourself in the longest line 
(although that would be a good test). There are many ways you can improve your 
patience. You may not see a huge improvement overnight, but if you put conscious effort 
into taking small steps towards being more patient, eventually it will come naturally.  

 
 

Hostility 
 

“Loving people live in a loving world. Hostile people live in a hostile world. Same world.” 
 

-- Wayne Dyer 
  

• Breathe! Try some deep breathing, from the diaphragm. 
         

• Stress. Reduce your stress level. A high stress level can magnify hostile emotions.  By 
reducing stress, you can reduce hostile reactions. 

 



 
• Count to ten. Take a moment to collect yourself before acting. During this time, put the 

situation into perspective and consider whether it merits your reaction. 
 

 
 
 
 

• Remove your ego from conflict. Don't take it personally. Focus on the situation, not the 
person. Keep the goal of conflict resolution in mind at all times. This approach will 
facilitate problem solving and eliminate quibbling.  

 
• The last word. Lose your taste for blood. While it may be satisfying at the time, having 

the last word or proving someone wrong is rarely productive.  
 
 

Self-monitoring 
 

“To become different from what we are, we must have some awareness of what we are.” 

--Bruce Lee 

Tips for better self-awareness: 

 Stay in touch with your feelings; pay attention to what triggers them and how you 
react.  

 Reconsider your beliefs and attitudes  
 Pay attention to your body when you're upset, sad or angry - what are the signs? 
 Boost your coping skills; build a supportive social network, learn how to relieve 

stress, etc.  
 Build your self-esteem.  
 Remember: emotion is just a whirlwind of activity passing through your body and 

mind. You help create it, and feed it. You can control it -how you react is important to 
its outcome.  

 Make a list of your strengths and limitations. Develop your strong points. Work on 
your weaknesses and accept the limitations that you can't change. The more in touch 
you are with who you are, the better you will be able to understand and handle your 
emotions.  

• Be patient. Self-monitoring potential can be developed. Current performance simply tells 
you where you are and what you need to do now. Everyone needs sustained effort to 
realize his/her self-monitoring potential.  

 
Social Skills 

 
“Don’t reserve your best behavior for special occasions. You can’t have two sets of manners, two 

social codes – one for those you admire and want to impress, another for those you consider 
unimportant.” 

 
--Lillian Eichler Watson 

 
Some tips for getting along with “difficult people”. 
 



 
• Try to establish a partnership. Have faith that that person wishes to resolve the 

problems as well, and be willing to give in a little. Adopt a goal that the two of you can 
both be excited about.  

 
 
 
 
 
 
• Reach out. Show patience and put aside your pride. It will only make your life easier if 

you swallow your pride and establish a more productive relationship.  
 
• Be open-minded to what the person is trying to tell you. Don't be defensive. Maybe 

you have had difficulty with this person in the past, and that is why you are frustrated to 
the point of not listening now. Regardless of your reasons, if the individual criticizes you, 
listen.  

 
• Look at how other people relate with that individual. If you see that the same problem 

you have with him/her seems to happen with others as well, then it likely isn't you who is 
the problem. Once you have come to this realization, you will likely take what s/he does 
less personally and when that person does something that bothers you, think, "It is not 
about me, it is about him/her." You'd be surprised how this simple realization can make a 
huge difference in your relationship.  

 
• Stand up for yourself. First of all, stay calm. Tell the person respectfully that you will 

not tolerate being treated/spoken to impolitely. Stand your ground, and don't give in. If the 
bully feels that you have taken away his/her power to intimidate you, s/he will likely feel 
deflated.  

 
 
 

Coping Skills 
 

“Peace is not the absence of conflict, but the ability to cope with it.” 
 

--Anonymous 
 

 
• Exercise. Not only does regular exercise promote good health and high self-esteem, but 

according to research, it battles anxiety and depression. Exercise releases tension and 
feel-good hormones. Try working out (half hour of walking, running, bicycling, swimming 
etc.) at least 3 times a week. Being outside in nature is also a naturally soothing 
experience (pluses for walking, biking and running).  

 
• Try walking meditation. This is an excellent way to combine the benefits of meditation 

with a change of scenery, fresh air, and a little bit of exercise. It involves walking slowly 
and very deliberately. While you are walking concentrate on your breath (breathe from 
your lower abdomen) and imagine your feet gently pushing against the earth as you take 
each step. Breathe so that for every breath in you take 3 or so steps, and for every breath 
out you take 3 or so steps. Adjust this to your liking, but the slower the better. This 
exercise forces you to live in the present moment (and to not be mentally embroiled in the 
past and the future), and the deep breathing works to calm anxiety.  

 



 
• Write. Keep a journal and let everything out in your writing. No one is going to read it and 

you can leave your worries on the page (and maybe create something beautiful).  
 

• Laugh. Laughter is an excellent stress-buster. Make an effort to see funny movies, to 
hang out with a hilarious friend, or to do whatever it is that gets you giggling.  

 
 

 
 
 
 
 

Listening Skills 
 

“It is better to listen in order to understand than to listen in order to reply.” 
 

Unknown 
 

• Listen for understanding, not evaluation. Focus on understanding what the speaker is 
trying to communicate and shut off your internal judge.  

 
• "Verbalize" your listening. Let the person know that you're listening by adding in the 

occasional "I see", "uh huh", "Right…go on" and be genuine about it. Simply adding in 
these verbal cues in the semblance of interest is not akin to listening, and you may end 
up saying the wrong thing at the wrong moment.  

 
• Empathize. Put yourself in the other person's shoes. What seems completely 

unreasonable from your point of view might make perfect sense from his/her perspective. 
Perhaps the ideal solution lies in the middle. Try and keep some distance from the issue 
and be objective.  

 
• Paraphrase what was just said. Repeat back to the person, in a condensed form, the 

core of what they have said. This not only shows that you are actively listening, but also 
clears up any possible miscommunication.  

 
• Use eye contact and body language to indicate that you are interested and 

engaged in the conversation. Face the person you are speaking with, for example, and 
maintain eye contact. If you're fiddling with something or slumping in your chair, you're 
sending the message that what they have to say is not important.  

 

 

Decision making 

"Again and again, the impossible problem is solved when we see that the problem is only a tough 
decision waiting to be made." 

--Robert Shuller 
 

• Articulate your options. Understand and be able to differentiate your options. Make 
sure you have an adequate amount of options. Ponder them thoughtfully. Evaluate and 



 
rank your options until you have some that seem more adequate than others. Talk with 
others about your options.  

 
• Evaluate alternatives. After developing alternatives, you can mentally test each of them 

by imagining that each has already been put into effect. You should try to foresee the 
probable desirable and undesirable consequences of each alternative. By thinking the 
alternatives through and appraising their consequences, you will be in a position to 
compare the desirability of the various choices.  

 
 
 
 
 

• Experience.  Knowledge gained from experience is a helpful guide and its importance 
should not be underestimated. On the other hand, it is dangerous to follow experience 
blindly. When looking to experience as a basis for choosing among alternatives, you 
should examine the situation and the conditions that prevailed at the time of the earlier 
decision. More often than not, conditions have changed considerably and the underlying 
circumstances of the past, the present, and the future must be considered realistically if 
experience is to be of assistance in selecting from among alternatives.  

 
• Intuition. Intuition may be particularly helpful in situations in which other alternatives 

have been tried previously with poor results. If the risks are not too great, you may 
choose a new alternative because of an intuitive feeling that a fresh approach might bring 
positive results. Even if the hunch does not work out well, you have tried something 
different.  

 
• Learn to live with an element of uncertainty and risk. Almost all decision-making has 

some element of risk involved. Of course the more important the decision, the more we 
have to lose. Realize, however, that most decisions are not irreversible. There will likely 
be no sense of guarantee that your decision will work out, until after you have started 
down the path.  

 
 

Sensitivity to Criticism 
 

"To avoid criticism, do nothing, say nothing, be nothing".  
 

--Elbert Hubbard 
 
 

• Be objective. Sometimes, criticism can throw us so off guard that we don't take the time 
to reflect upon it. In an attempt to salvage our ego, we choose to think of feedback and 
whoever happens to volunteer it in a very narrow-minded way. Take a moment to step 
back and look at the situation; rather than asking yourself "How could they say that?" ask 
"Why would they say that?"  

 
• It may not be the truth, but it's not a lie either. Rather than viewing criticism as an 

absolute truth (which could be one of the reasons why people get defensive) see it as a 
point of view, or as an alternative perspective on how to approach a task or a situation. 
Everyone has a right to his or her own opinion, so try to understand where the other 
person is coming from.  

 



 
• Accept who they are. Authority figures that offer advice may come off as 

condescending. Friends who offer opinions that differ from our own may come off as 
argumentative and disloyal. Strangers who feel the need to comment on what we do or 
say may come off as snobby busybodies with nothing better to do. The bottom line is that 
more often than not, the criticism they offer does result from good intentions. Try your 
best to be understanding.  

 
• Appreciate the good, learn from the bad. There are people who will be spiteful on 

purpose, trying to find fault with everything you do. However, instead of being rude or 
trying to prove that they're wrong, try to reflect on why they might think that of you. 
Perhaps you can find some good in the situation.  

 
 
 
 

• It's all in the approach. Ever wondered what would happen if you draped yourself in 
bright red sheets and ran a mad zigzag pattern across a pen holding a bull? You'd be 
asking for trouble. If you walk into a situation where you know you'll be criticized, don't 
approach it with a defeatist attitude. Hold your head up high and realize that no matter 
how negative the feedback is you can always come out as a better person.  

Assertiveness and Self-Confidence 

"Assert your right to make a few mistakes. If people can't accept your imperfections, that's their 
fault." 

 
--Dr. David M. Burns 

 
• Use "I" statements. This type of statement avoids putting other people on the defensive 

or blaming them for the problem (even if it is their fault). Practice beginning sentences 
with the following:  

 
• Limit yourself to behavioral descriptions. Do not draw inferences about the other 

person's motives, attitudes, character etc. Also, take responsibility for your own actions. 
What role did you play in the situation?  

 
• Learn to repeat assertions. If someone doesn't seem to understand or take seriously 

what you said the first time, you may have to approach the subject again. However, be 
aware of the way you say things. Things like tone, loudness of voice and body language 
can make all the difference.  

 
• Act. When you're feeling insecure or doubting your abilities, don't hide away. Take a 

deep breath, get out there and do the very things you're unsure about. Sometimes life 
requires a small "leap of faith". You'll feel good that you took some risks, even if they 
don't always work out as well as you hope. At least you can say you tried!  

 
• Do things on your own - don't rely others to make you feel good. One potential trap 

of a shaky self-confidence is dependency on others. The fact is, if you feel a void inside, 
no one can fill it but you.  

 
 

Organizational Skills: Neatness, Self Discipline, Self-motivation 



 
"Science is organized knowledge. Wisdom is organized life." 

--Immanuel Kant 
 
 

• Now Where'd I Put That? If you're a neat person, you probably know where most of 
your belongings are. If you're not there yet, start with this technique. Take a mental 
photograph of each room in your work and living environments. Take note of where your 
things belong, and put the items you rarely use out of sight. At the end of every day, spot 
the disparities between your mental photo and the actual scene, and correct the 
differences. Disorganization is no one's fault but your own. 

 
 
 
 

 
• Self-Monitor - Don't wait for others to bring your problems to your attention. Be self-

aware, and create good habits. If you feel like you are falling behind or failing in a certain 
area, take care of the problem as soon as possible.  

 
• Know Thyself - Learn which methods work for you. It can be helpful to have more than 

one motivational or procrastination-killing method. Try reading something inspiring, spend 
some time with someone who inspires you, or use images to keep your eye on the goal 
(i.e. put up a photo of your goal).  

 
• Do it Yourself - Self-motivation is just as it sounds - something you do for yourself. While 

others can motivate you on occasion, true motivation must come from within. Try to rely 
on yourself, and avoid the temptation to look for outside motivation.  

 
• Rewards - Use mini-rewards as a means to starting a task. After dealing with a difficult 

customer, for example, take a break or get some air. 

Optimism 

"The pessimist sees the difficulty in every opportunity; the optimist, the opportunity in every 
difficulty." 

--L.P. Jacks 
 

• Listen carefully to your self-defeating thoughts, and then argue against them. 
What's so different about you or your situation that makes you feel this way? How can 
you overcome these perceived weaknesses? Remind yourself of all the times you had 
the guts to do things that were not easy, go out and do something that requires 
confidence - don't listen to that inner critic!  

 
• Do something you enjoy right after you experience a disappointment. You may not 

think you feel like it, but once you start good feelings are bound to take over. When 
you're in a more positive frame of mind, you can think about the problem. You'll be more 
open to a variety of solutions now that your mood has improved.  

 
• View setbacks as short-lived. Whenever you are feeling overwhelmed and find yourself 

plunging into negativity, remind yourself that things can get better. Even if you are faced 



 
with something that you will have to deal with for a lifetime, there is always some way to 
improve it. You will grow stronger, heal, or find better ways to cope.  

 
• Avoid self-fulfilling prophecies. If you believe you will fail, chances are high that you 

will. Expect the worst from people and that's what you will get. Belief is a powerful thing, 
and if you let yourself focus on the bad you're not creating the right conditions for the 
good to come your way.  

 
• Refuse to be a victim.. If you blame your problems on other people or circumstances, 

you will avoid taking personal responsibility for your life. While it may be true that there 
are things beyond your control, the majority of what happens in your life is up to YOU. 
You decide how you react in trying situations.  

 

 

 

Meticulousness 

"The secret of happiness lies in taking a genuine interest in all the details of daily life, and in 
elevating them to art." 

--William Morris 

• Take your time. Rushing through important tasks might save you time, but is it really 
worth it? If you have a lot of pressure to get things done quickly, see if you can negotiate 
a little extra time to polish things up. If, however, you're hurrying along because of your 
own procrastination, set yourself a deadline before the real deadline to complete tasks. If 
a project is due the 10th, for example, give yourself until the 5th to finish it - then use that 
extra time to make sure everything is up to par.  

 
• Make "check-overs" part of your routine. Develop the habit of going over your work, 

preferably when you've got a fresh eye, before declaring the case closed. It may even 
help to have a checklist of things to check over, particularly if you regularly complete 
similar tasks. 

 
• Remind yourself WHY you're doing it.  

When you're tempted to skip over the details, ask yourself why they might be important. 
What is the reward for doing the job well? And, on the flip side, what might the negative 
consequences be if you don't do the job as well as you could?  

 
• If necessary, get an outside view.  

If you're not sure whether you're missing something, consider asking a colleague/friend to 
check over your work for you. While you shouldn't depend on other people to catch the 
little mistakes, someone else may be able to help you pinpoint what kind of things you 
are failing to notice.  



 

 

 

Concentration 

"Concentration is the ability to think about absolutely nothing . . . When it is absolutely 
necessary." 

--Ray Knight 

• Practice doing tasks in "distracting" environments. It's an extremely valuable skill to 
be able to "zone out" the things happening around you to focus on a task. One way to 
develop this ability is to "desensitize" yourself by working on things in busy, noisy places 
and learning to drown things out. Take an article to read (when it's not urgent!) to a public 
place and zero your attention in on it. It should get easier with time.  

 
• Divide your work into small, manageable steps/tasks. A lack of ability to concentrate 

is largely psychological, and if you feel overwhelmed with a task you're bound to "shut 
off" mentally. One way to get around this is to forget the big picture for a while; focus on 
one specific task at a time. The satisfaction of achieving each component should keep 
you going.  

 
• Make appointments with yourself for "distracting thoughts". If you find your mind 

preoccupied with worries, daydreams or repetitive thoughts on a certain subject, try 
setting up a certain block of time allotted to these thoughts. Then, when your mind starts 
to wander when you should be focusing on something, you can tell yourself, "Not now. I 
will think about this at 4 o'clock".  

 
• Remember to take short breaks. 50 minutes is about the length of time most people 

can direct their attention to one task. But that's just an average - your concentration time-
span might be less (20-35 minutes) or longer (perhaps 90 minutes). When you take a 
break, oxygenate (get more oxygen to your brain)! Get up and walk around the room for a 
couple of minutes.  

 
• Have confidence that you CAN focus. If you believe that you won't be able to 

concentrate on a task even before you begin, you've already lost the battle! If you truly 
doubt your ability, think back to the times when you have been able to get absorbed in a 
task -your hobbies, or a conversation with a friend that was so interesting that you didn't 
notice anything that was happening around you. You have it in you, so give yourself a 
chance!  

 

 

 

 
 


