
      
    

    To Thrive, Not Just Survive… 

“Customer service is the effort you put into 
every interaction you have, both inside and 
outside your organization.  It reflects upon 
everything you do, and is needed in every 

communication you have.” 

 
 
 
 
Thrive or survive?  In challenging times, a business needs to do more than merely survive – it can thrive!  
And even come through such conditions stronger and more competitive than ever.  The ‘soft skills’ of 
communication, leadership, team building, and trust comprise the keys that make a difference going forward.  
 
Technical solutions are not enough.  You may believe that in creating the best technical solution for your 
client, you have successfully completed the task.  But the job does not end there.  You must provide your 
clients with excellent customer service to match your technical acumen.  
 
How are you perceived?  Tone of voice is a key ingredient in providing superior service when communicating 
with your clients.  It has been determined that tonality is as important as the words used.  When using the 
telephone, nearly the entire message (85%) is communicated through tone.  Since we communicate primarily 
over the telephone, it becomes all the more critical to convey 
a thoughtful, sincere spirit whenever we are engaged.  
 
Is your client satisfied?  Another primary component is 
delivering emotional satisfaction.  As engineers and technical 
professionals, we work to solve complex technical issues.  But 
this is only a portion of the solution.  Our clients need 
emotional fulfillment as well.  A client’s anxiety or stress is reduced as a result of how they are treated and how 
an issue is resolved.  Delivering excellent customer service requires not only asking the right questions, but also 
being a very good listener.  We often forget that listening is an active process, requiring one’s full attention and 
participation.  Poor listening habits, such as interrupting or mind-wandering, contribute to a client’s emotional 
needs going unmet. 
 
Don’t forget your internal customer – your co-worker.  Remember that our co-workers are our internal 
customers, and should be treated with the same level of customer service extended to those outside of the 
organization.  Co-workers spend long hours together, and it is important to promote an atmosphere of respect 
and tolerance.  If internal conflicts arise, there are valuable tools available that can identify a situation and 
provide guidance to resolving it.  
 
What if you make a mistake?  Not all interactions go smoothly, but these occasions can be successfully 
navigated if one is equipped to handle difficult situations.  These exchanges can result not only in a positive 
outcome, but serve to provide an opportunity that will strengthen and enhance the relationship as well.  Good 
customer service training provides the skills to ensure success. 
 
KMJ’s proven approach to Customer Service Training can ensure your organization has the tools and 
skills it needs for optimum success.  KMJ can help you improve your staff’s customer service skills through its 
Customer Service Training courses.  We have developed and presented these courses to many transportation 
professionals, customized to address the needs and culture of each organization.  Our trainers meet with you to 
assess your needs, build a specialized group training session for your staff, and deliver it on-site.  The sessions 
consist of a formal presentation, slides, discussions, and group exercises, all geared toward helping your staff to 
immediately apply effective and practical techniques for delivering great customer service.  
 
For more information on how KMJ Consulting, Inc. can help you and your staff provide excellent customer 
service, contact Karen Jehanian (610.896.1996) or Joanna Reagle (610.662.5569) to discuss further. 
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