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«cUSTOMER SERVICE
FOCUS” IN THE FIRE
SERVICE

STEVE BROOKS, LACEY FIRE DISTRICT3

Google My Business
Lacey Fire District Three

6,192 PEOPLE FOUND YOU ON GOOGLE
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WHAT CUSTOMERS ARE SAYING ABOUT YOU

Congrats, Lacey Firs District Three has a 5 star rating on Google
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So whatis a “customer’?®

I'm just going to ask you
a few questions so | can
“Someone calling themselves transfer you to the n'ght ~N
a customer says they want department. The\/ will
something called service.” ask you the exact same
questions and be
of no help.

Who are our “customers”s

your@cards

omescards.com
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YEAR ARE TO DOWNSTZE |;
AND TO IMPROVE. 4
CUSTOMER SERVICE

GUESTION” HOW CAN.
YOU TMPROVE SERVICE WHO DO YOU THINK
IF YOU'RE GETTING RID |, [ 15 scREwING 0P

OF SERVICE PEOPLE?

THE CUSTOMER
SERVICE? DUW
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“This call may be monitored or recorded or
ignored or ridiculed or forgotten or mocked
or played at our office parties for laughs.”

My boss told
me to have a
good day...

so |l went
home.

Internal MUST Come First!!

Career Staff
Volunteers

WHEN THEY ASKED WHY
| WAS LATE T0 WORK

- @ ,pr@‘pmr@less, |
DONT WORRY ABOUT WHY I'M LATE
JUST BE HAPPY THAT | CAME

Everyone has a role in BOTH
developing AND communicating

WHY?

The LFD3 Way...

WY ARE YOU TELLING
ICUSTOMERS THAT WE ARE
A “BAD” MANUFACTURER
INSTEAD OF “BED"
MANUFACTURER?

IT'S PART OF MY
SCRIFT, I'M SURE TS5
ATYPO, BUT IWAS

TOLD T0 FOLLOW THE
SCRIFTS VEREATM

RULES ARE RULES. ...
CARRY ON THEN

e 43 50010

3/28/2018




THEN

we can hegin to look

M A__ g
CUSTOMER
SERVIGE MANAGER

TO SAVE TIME
LET'S JUST ASSUME

54 ALWAYS O

THAT OBJECTION

WASN'T COVERED TN
CALL MY SALES TRATNING...
CENTE 50, LETS JUST 517

IT AND STICK TO
MY SCRIPT, OK?

3/28/2018

50 WHAT'S THIS QUALITY
STUFF| M\’All ABOUT?
“ 0w = g

IVING YOUR CUSTOME ‘GEE, THAT'S NOT ROCKET
Rt SCIENCE! WHAT'S SO DOINGHT.
\ HARD ABOUTTHAT? \
b

Do we know what they REALLY want or need?
&
Are there ways to find out or confirm?

HI AT&T? \’EAH nY [ Kl ATAT? YEAH, AY
. EPTION SUCKS. MY CALLS RECEPTION
KE[P GETTING DROPPED
AND | CAN ONLY HEAR
ABOUT HALF OF WHAT THE

)
\

OTHER PERSON 15 SAYNG, | |4
P GOOD

MIND TO COME DOWN THERE
AND PUNCH SOMEBODY IN 5
THENOSE! - \‘\'

GREA'“ A»OTHER L

\ CUSTBHEN

There’s great risk in

Miscommunication
&
Missed Expectations




Customer Service atit’s best?

"I'm not saying that the
customer service in my
bankis bad, but when |
wentin the other day
and asked the clerk to
check my balance ... she
leaned over and pushed
me."

@ wwwbusiness-onlinelearning.com “ovaud 85% gaid we could Kprove ol
customer service by going out of business.

FOR THE THIRD TIME,
THAT'S NOT MY CONFIRMATION

P55 | maybe What We
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Copyright 2002 by Randy Glasbergen.
wiw.glasbergen.com

You told me youd
spend your whole

life trying to
make me

"We're a Limited Partnership.
‘We're limited by Allen's pessimism,
beth's abrast 15

ElLi

P and
Dave's refusal to work weekends."
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Equity

1.0wnership

2 Fair and Impartial Treatment

How Do We “Build Equity”?

1.Seek Input

2 Engage with the Community
3.Develop Partnerships
4.Embrace the “Abuse”

Getting Input...

1.Station Visits

2.HOAs

3.Citizens Committees
4.Partner Agencies
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Engagement and
Partnerships...

1.Show Up

2.Leverage Media of All Types
3.0ver-Share

4.Be Creative

1.Set the Tone

2.Be an Advocate

3.0wn & Address Failures
4.Celebrate Successes
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One Thing is Required for
Customers & Partners....

Trust
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TRUST ME
I'M A LAWYER
ALMOST

st e NOT

ScrewitUp!

Thank You!

www.laceyfire.com shrooks@laceyfire.com




