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Customer happiness charter

Customer happiness is one of the most important —
] sources of information that can provide insight into :
Values of customer service staff areas of improvement needed. ‘
Abu Dhabi Centre for | o kgl j45a
Technical and Vocational | c—ja—illy a3l aill

Education and Training | g—i—mallg o1 aill

To strive to treat customers as they expect, with
dignity, equity and respect, while seeking to contin-
vously develop and strengthen relationships with
customers by offering unique services

| fully understand my role in the organization | rep-
resent, and happy to serve the customers.

Customer

| am constantly developing my capabilities to re-
spond to the needs of the customers and | am keen
to communicate with full clarity and transparency
and ensure accuracy of the information provided.

Happiness Charter
(Staff)

| constantly explore opportunities to support my

colleagues, and help to adopt and create a work ACTVET . . .
environment that stimulates teamwork to meet e e Your simple guide to provide excellent

customer needs within the targeted time. services to customers

IF you have any queries, please do not hesitate to
contact us via the e-mail below:

| strive to encourage, support and explore opportu- care@actvet.gov.abudhabi

nities to enhance customer experience
COMMITTED TO
g @ 0 ACTVET
reaq e

@ACTVETuae
www.actvet.gov.abudhabi




Dear employee you need to:

1

Dealing with difficult customers

In the event that the customer’s request cannot
be met or the customer attends to the wrong
department or personnel, the following must be
taken:

e Apologize before referring the customer to the
right department.

¢ Do not let the customer feel that s/he has
made a mistake.

e (Contact the other employee whom you are
referring the customer to.

Make sure that the other employee is ready to
receive the customer, and that there will be no
further referrals or delays.

After the completion of the process of providing
the service, you should thank the customer and
guide her/him to communicate with customer ser-
vices in case s/he has any queries, suggestions,
or complaints related to the services provided, via
the e-mail: care@actvet.ac.ae

Listen and let the customer talk

Show empathy with the customer

Start solving the problem effectively
Agree with the customer on the solution

Follow-up with the customer

A guide on how to

communicate with the customer

1 Smile
2 Welcome: In a friendly and open manner and in
the following terms:
e Peace, mercy and blessings of God.
e (Good morning, good evening.
e Would you like any help?
e Please have a seat.

e Introducing your name and job title.
3 - Maintain eye contact.
4. Good-looking.

5 - Tone of voice: to show calmness and to use quiet
and clear voice.

6 - Avoid interruptions: the customer should be al-
lowed to talk without interruptions.

7 - Understandable language: Avoid the use of
complex vocabulary or slang words during the
conversation with the customer.

Effective communication

Say do not say
I’ll check it out | do not know
What can | do for you? No

Let me check who can help

This is not my business

| understand what is
causing you discomfort

True this is bad

Let me check

This is not my fault

| can provide this service
by...

When you want to get the
service

I’'m sorry

just chill

I'll call you. Can | have your
phone number please?

Contact me later

I’m here to help you. Please
tell me what you need

You are the one who is seek-
ing this service

Effective communication

Do

Bend forward and use
direct eye contact

Do not do

Sitting with arms crossed
or lean back

Listen to the customer
and let them express their
need in their own way

Interrupt the customer to
explain the matter

Keep yourself cool

Controversy and Inter-
ruption

The appearance is neat
and clean

Appearance is not tidy

Enthusiasm and motivation

Moody and feeling un-
comfortable

Keep eye contact with the
customer

Not giving the customer
full attention

Speak quietly and gently

Raising your voice






