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Why Not Call Them “Client Service Managers”?
What t What’s in a name? What title do you give your staff members whose job is to correct any problems
with the home after a buyer moves in? Warranty Tech? Warranty Rep? Customer Care? How about “Client Service
Ma
Managers”? Does it really matter? Or is it just semantics. In my humble opinion, it makes a great deal
of d
deal of difference, both to the employee and the client/customer. What’s the difference between a client and
a customer? Isn’t it the level of professionalism associated with the service you are performing? Attorneys,
consultants, and realtors have “clients.” In legal terms, isn’t it the presence of an agency relationship? Tire stores, delis,
and exterminators have “customers.” If you just made the biggest purchase of your life would you rather be considered
a “client” or a “customer”? Maybe to some, it doesn’t make any difference, but on a psychological level if nothing else,
I say it makes a difference to many. It also makes a difference how your staff draws their own self-image. Other titles
may be substituted, but I urge you to give the idea some thought. There is power and meaning in words. The right
words matter, no matter what message you want to convey.
Welcome to the second issue of “Home Builder Customer Service.” Maybe I should change it to “Client Service”? I got
some positive feedback from several of you after I sent out the first edition. As stated before, I’m providing this free of
charge to use as a monthly training resource for anyone and everyone in your organization that deals with
customers/clients, but it is specifically geared towards your field staff. I’d just like to receive recognition as the source.
Also, feel free to provide feedback, share your best practices, and offer other constructive suggestions for future
publication. Please visit my website at www.probuildertraining.com for more information about Professional Builder
Training LLC and my many programs geared towards making your staff more professional. Thank you, Scott

Becoming a Customer Service Superstar
The Basics Part 2: Educate, Set Realistic Expectations, Follow Up
As we discussed in the first issue, there is a formula for successfully serving your customers and becoming a Customer
Service Superstar. It starts with an expanded definition of customer service that we form from our own experiences as
consumers. We recognize outstanding customer service when we receive it, and use those experiences to find ways to
deliver the same level of service to our customers. To accomplish this, we must first understand the customer – their
concerns, their fears, their past experiences, and their point of view. We then utilize empathy techniques to build
rapport and establish a one on one relationship.
Once you’ve achieved a Once you’ve established the relationship, it’s time to prepare them for the process and to
demonstrate through your words and actions that you are there to serve them, and to
correct
correct any outstanding issues with their home. Start by spending time educating your
customers. This crucial step, often overlooked, can make the difference between your
success and failure. Where there is misunderstanding, there is often also disappointment,
frustration, and anger. Explain how the subcontractor system works and how warranty
work
work is scheduled and why. Provide a clear explanation of what is to (continued page 2)
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“Becoming a Customer Service Superstar Pt 2” (from page 1)
occur, the order it must occur in, and why. Discuss which
sub-contractors will be involved and what function(s) each
will perform. Set realistic expectations with regard to time
frames for scheduling, and time frames for completion.
Explain that predicting exact times each sub sill arrive is not
possible and why and discuss implementing morning and/or
afternoon “windows” for scheduling the work. Together,
look at a calendar and decide how the work can be
scheduled so that it’s performed in an expeditious fashion
that is as convenient for the customer as possible, while
staying within your company guidelines.
A guiding rule of thumb when scheduling is to under
promise and over deliver. You should already know what
your subs have committed to contractually. Give yourself
and them a little extra time. Don’t bring the painter in the
afternoon if the drywaller is scheduled that morning. Don’t
make promises you will have trouble keeping. Set yourself
and your subcontractors up to succeed, not fail. However,
do not abuse the under promise, over deliver rule either.
Timely completion of the work is not only important to the
customer, but to your company as well.
Once dates for the work have been established with the
customer, review everything one more time and give them
a chance to ask any questions that they may have. Leave
them a written copy of what is to be done and when. This
should be a detailed description, not “repair drywall
throughout” or “touch up paint as needed”. Include
descriptions that will give your subs adequate information
as well, such as “replace 6 linear feet of colonial baseboard
in family room” or “re-tape and texture drywall joint at 12’
ceiling in living room.” If necessary, take a photograph.
Following your meeting with the customer, schedule the
necessary work with all subs over the phone, then follow up
with faxed written instructions, including dates and time
windows, and include your contact information as well.
Keep in touch with the customer. Follow up. A reminder call
to both your customer and the subcontractors on your part
the day before scheduled work will help avoid unwanted
surprises. People sometimes forget that they’ve made an
obligation to be present and a little extra communication
can prevent no shows on the part of both parties.
Never let the customer feel that you are ignoring them.
Return their calls promptly the same day. Manage the
repair process from start to finish. It’s your job to make it
happen. It’s your challenge to be the best you can be.

Using the 1-31 Customer Service
Ticket Management System

If you aren’t using a computerized system for
managing and tracking your pending warranty tickets,
here’s a way to stay organized and productive using a
portable file box like the one shown above. Here’s how
it works:
 Number hanging files 1-31 representing the days
of the current and/or upcoming month.
 Each time your receive a new customer service
request create a manila folder with a metal clasp
system for attaching paperwork as it’s generated.
Include a communication log, the paperwork
describing the requested work you received from
your office, and any other pertinent
documentation.
 After researching the customer’s repair request
history, contact the customer by phone to set up
the inspection appointment.
 Then place the folder into the hanging file
corresponding to the date of the appointment.
 As you manage the repair request from beginning
to end, keep moving the file folder to the next
critical date, or if you prefer the day before the
next critical date so that you can review the file
and make any last minute calls or sub contacts.
 On days when nothing is happening, there’s no
need to handle the file. You can focus only on what
is in that day’s hanging file.
 The catch is you have to be sure you are moving
the file into the correct hanging file each time.
 You can customize your system with color coded
dots if you like to identify by community, priority,
or days in progress. Be creative to be productive.

Professional Builder Training LLC provides the
best in training and employee development
opportunities for builder and residential
contractor field staff. For more info, see our
website at www.probuildertraining.com

Next Month’s Topics:
 Becoming a CS Superstar Part 3
 Customer Service Phone Skills
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