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Call the Customer

Clarify Customer Queries

Provide Clear and
Consistent Answers
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Customer Support

Own It

The 10 Guiding Principles of

Prioritize Self-Kindness
and Trust Your Team

Keep Customers Updated

Proactively Manage
Incidents

Collaborate Actively

Expand Your Knowledge

Strive for Customer Satisfaction

To help solve the issue and avoid escalations, call 12
the customer. Avoid excessive back-and-forth
communication. Always prioritize phone calls
and pick up before the 3rd ring.

Ensure you fully understand the customer’s
issue. If the query is unclear, ask for more de-
tails, before providing solutions. Provide
educational responses.

Check and understand the content before
sending it to customers and communicate
clearly. Be honest and transparent, and
keep communication channels open.

Don’t wait for customers to chase for up-
dates. Proactively provide regular updates
until the issue is resolved. Show empathy

and manage expectations.

Closely monitor all queries, register
all customer interactions within ITSM
and sign off with your name.

Work with your local team and globally
across all functions and departments.
Always seek to resolve issues by coor-
dinating with other departments and
colleagues.

Embrace ownership and seek help
when needed. Apologize when
necessary and take responsibility

for resolving customer issues.

Continuously learn and share
knowledge about our customers
and products. Seek feedback to
improve support quality and skills.
Always stay curious.

Treat each customer as an individual and un-
derstand their unique needs. Be their advoca-
te. Exceed expectations whenever possible and
remember that each query is important to them
for a reason.

Take care of yourself and rely on your
team. Accept imperfections and use setbacks
for improvement. Foster a supportive work en-
vironment through recognition
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3 0n her twentieth birthday, she desifecd to go teldilan with the money from her saving — |




