Customer Service Call Answering Procedure/Protocol
Incoming Calls - Responses and rebuttals
Answer all calls:  Labor Law Poster Service this is (your name) how may I help you?
__________________________________

Customer: I just received a call from you or did someone just call me?
Response: Yes, we did try to contact your company to let you know we had the (current year) posters available.  Our records indicate that you have not yet updated.  Would you like to place an order? (Yes…take the order!)
Customer:  No, we already have the (current year) posters.

Response: If you do have the (current year) posters, I will update our records to indicate your company is up-to-date.  That way you shouldn’t have any further calls regarding the (current year) posters.
End-call response…

__________________________________
Customer: I received an invoice and/or posters that I did not order or authorize.
Response: I apologize for that.  Let me look into this for you.  Do you have an order # (off the invoice/poster tube)?
If Outbound Order:

Response: It appears an order was placed over the phone to (Attention Person).  Did you not need the (current year) posters?

Customer: No, I already have them or did not need the order.
Response: I apologize for that.  If you don’t need the posters, then you can just return them, and once the posters are received back, we will refund you (if paid) or clear out the balance owed on the invoice.
End-Call Response is:
Ending each session by asking the customer the following questions/statements: 

*Have I answered all of your questions or concerns today?

If YES >

*If I have taken care of all of your concerns today, can I please just ask you to tell me how you would say my customer service was for you today?
If NO > 

Then ask them what else you can help them with and continue until you get a YES.  Then go into YES > (above)
---Thank them for calling and wish them well.
