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Training and development by Nick du Plessis

I RECENTLY went into one of this country’s larger 
retailers to purchase an item and left the store 
feeling disappointed at the lacklustre customer 
service I had received from an indifferent em-
ployee. Unfortunately, bad service has become 
commonplace and, even sadder, is that custom-
ers have come to accept the unacceptable.

The employee in question was seated behind 
the counter and, even though she could see 
me approaching, remained seated. I stood at 
the counter and waited for her to attend to me. 

Reluctantly, as if I was disturbing her, she slowly 
stood up and approached me. I greeted her but 
she did not return the greeting. I let that go by 
and enquired about the product but all I got was 
a mumbled response. To cut a long story short, 
I eventually received and paid for my purchase, 
took my change and thanked her, although un-
surprisingly, she didn’t respond. I left wondering 
whether I would ever spend my money at that 
retailer again … probably not. 

Perhaps the beginning of a year is a good time 

to think about how we can improve our sales 
in 2016, refocus on our organisation’s customer 
service policy and see how our staff can actively 
improve customer relations with an attitude that 
will invite customers back rather than chase them 
away.

In my boardroom, I have a poster with a quote 
that is attributed to Mahatma Gandhi:

“A customer is the most important visitor on 
our premises. He is not dependent on us. We are 
dependent on him. He is not an interruption in our 

work. He is the purpose of it. He is not an outsider in 
our business. He is part of it. We are not doing him 
a favour by serving him. He is doing us a favour by 
giving us an opportunity to do so.”  

I believe it is true to say that not all our employees 
fully understand how their attitude towards cus-
tomers can affect future sales or that something 
as simple as eye contact and a friendly disposition 
can ensure customer retention.  

The receptionist is usually the first person 
to make contact with the client and he or she 

should make eye contact with the client, 
be friendly and welcome the client. 

It is also important that he or she must 
be familiar with the products or services 
that are offered and be able to provide 
the customer with advice or information 
about those products – and that, if they 
are not able to do this, they know who in 
the organisation can assist the customer 
with relevant information.

Any other members of staff who pass 
by and see the client, should also extend a 
welcome to the client even if is in passing 
or merely verifying that the client has been 
assisted. These small gestures may not 
earn any money but they will contribute 
towards making the client believe they are 
important to the business and make them 
feel welcome. 

I believe that clients should feel that 
they are appreciated – and this, in turn, will 
ensure their future business. 

Employees need to recognise that the 
entire company is dependent on the 
customers who come through the door 
and that it is those customers who ensure 
a pay cheque at the end of every month. 

Remember: Your customer doesn’t care 
how much you know until they know how 
much you care.

Customer service – how much do you care?

Only the �nest
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our customers
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PHOENIX Contact’s surge protection devices 
Plugtrab PT-IQ for measurement and control and 
data technology provide intelligent monitoring of 
every voltage limiting component of a protec-
tive circuit. The push-in connection technology 
enables significantly faster wiring of the individual 
protection modules. 

Rigid conductors and flexible ones equipped 
with end sleeves can be inserted directly into the 
terminal sockets quickly and without fatigue. No 
special tools are needed to disconnect wires. The 
integrated latch key enables disconnecting joined 
wires with all common screwdrivers.

The surge protection device offers further ad-
vantages when it comes to installation:  
A controller supplies up to 28 protection devices 
with voltage over mounting rail connectors. At 
the same time the status of all protection devices 
is transferred to the controller. The wiring work is 
minimized, as the supply as well as remote signal-
ling of an entire strip of protection devices is done 
from a central location. 

The Plugtrab surge protection devices allow 
immediate detection of any pre-damage due to 
high energy surges. The function status of every 
surge protection device is indicated and remotely 
signalled on multiple levels. 

Enquiries: +27 11 801 8200 

Intelligent surge 
protection with 
push-in connection 
technology

http://www.ppspower.co.za/

