
What happens when poor customer 

service is the norm? 

Okay so maybe our service isn’t poor…well, at least not 

all the time. Maybe service is only poor once in a while 

and only for a select few, but what does that say about 

our program? Are we willing to accept the fact that our 

clients look at us with a lowered standard expectation? 

It comes down to whether we are willing to give up 

some of our clients in return for not having to try so 

hard to keep that standard we want to establish.  What 

if we only lower our standard for those difficult or “hard 

to please” clients? 

Our recent customer service training taught us that it is 

important to always keep that standard so the clients’ 

expectations are raised and then our reputation is 

raised. It taught us that dealing with difficult clients with 

extraordinary care, compassion and understanding is what raises our standards. It accomplishes 

going beyond expectations. 

Anyone can try harder for the favorite clients…the 

ones that do everything we ask…but working harder to 

please the “hard to please” client is going above and 

beyond. 

How do we measure success in this area? I challenge 

you to remind your staff of the things they learned in 

customer service training. Bring it up at an occasional 

staff meeting and ask “does anyone remember the ‘6 

steps in dealing with client complaints’” or “who 



remembers why client feedback is so important and how to initiate it”. 

What is the point of training if we don’t reinforce it and make sure it made a difference? We 

need to be asking specific questions about how the key elements from the training are being 

used. Once we start doing that we will begin to see organizational change. Our reputation and 

client expectations will soon be raised and we will all feel better about making the changes we 

have learned about. 

How does this affect us as individuals and as an organization? When we hold people 

accountable to our expressed expectations our jobs become more stable, our teams become 

more cohesive, our department becomes one that is praised for its accomplishments, our 

clients become more 

successful as we improve our 

role model image, and our 

overall organization becomes a 

better place to work because 

of its reputation.  

Just training is not 

enough…managers and 

supervisors must follow-up and 

hold their people accountable 

for expectations.  

“Whatever we desire most, will 

come to us. Whatever we 

desire most to be, we will 

become.” We must put our 

new found skills into practice. No team has ever improved without practice. No team has ever 

become champions without working hard at it. No individual has ever been part of a champion 

team with team work, so remember that your co-workers are also your internal clients. 

Be sure to use the Manager’s Training Reinforcement Log when noticing areas that need more 

training. This log, when shared with your executive management and your trainer will provide 

us the feedback to improve our training to strengthen areas of weakness. 

Without this follow-up process we may as well leave training and go 

back to doing things status quo…really? 

 



Manager's Training Reinforcement Log 

  
Employee Name: __________________________________________ 

Date: 
___________ 

Strengths to Reinforce   

    

    

    

    

    

    

    

Areas for Development   

    

    

    

    

    

    

    

    

Specific Behavior Observed or Reported   

    

    

    

    

    

    

    

Issues to be Addressed / Follow-up Required / More Training Needed 

    

    

    

    

    

    

    

    

 


