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Know the limits of your authority.
Make decisions that prioritize
customer satisfaction.
If needed, escalate to higher
levels with clear documentation."

Agents, you have the authority to
make decisions within certain limits:

BE EMPATHETIC

Use clear and concise language.
Actively listen to customers to
understand their concerns.
Express empathy and
understanding."

Clear and empathetic communication
is the foundation of excellent
customer service. Follow these tips to
ensure smooth interactions:

Identify potential issues before
customers do.
Offer solutions and alternatives
upfront.
Provide self-help resources to
empower customers.

Be proactive in addressing customer
issues before they escalate. Here are
some proactive problem-solving
strategies:
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Clearly define when to escalate
issues and to whom.
Gather and analyze customer
feedback for process
improvement.
Engage in ongoing training to
enhance product knowledge.

Understand the escalation path and
focus on continuous improvement:

PREVENT
CUSTOMER
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KEY STEPS TO 

BE PROACTIVE

TAKE ACTION 

OPTIMIZE


