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Prudential Douglas Elliman – “Raving Fans” 
Quality Customer Service Program  

 
 Applying Technology Can Make A Difference! 

 
7 Steps for Success 

 
1. Look Before You Leap 

 
Think of ways to enhance what you do day to day with limited resources.  If you 
are going to apply more time with your customers, make sure your current 
processes in place are allowing you to do so.  Think about how technology can 
help!   Specifically Outlook E-Mail/Calendar/To Do Lists/Notes, etc.  Also, use 
Word to document a strategy or process. 
 

2. Simple Actions, Significant Payoffs, Individual Strengths 
 
"Who’s next in line " 

 Create “Draft’ E-Mails that you can use time and time again without have to 
retype the information.  Think of how to Customize these e-mails. 

 Create a folder for these E-Mails 
 Create an Autosignature – create multiple ones if necessary. 
 Create Autotext entries of images and text 

 
”It’s not what you say but how you say it” – You can create User Friendly e-
mails, Good Morning/Good Afternoon, etc. 
 
Neatness counts 
 

 File Management – Create an electronic files system that really works. 
 Know www.detoday.com.  Be Resourceful know where all day-to-day 

information that works. 
 

3. Dealing with Difficult People - How to win over a Difficult Customer. 
 

 Create a contact in your Outlook Customer.   Enter any information that the 
irate person might say in your Outlook to make sure you have all the facts 
correctly in an accessible location that is to Track. For example, Outlook. 

 Create Follow-up Flags to ensure that you follow up with this difficult 
customer in a timely basis. 

 Be proactive about information that your customer asked for – in other 
words, try to identify what this person needs assistance with and make sure 
you get him the information before he requests it. 
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4. Four Steps to Service Success: 
 

 Surveying your customers – You can create a questionnaires/forms in 
outlook. 

 You can use the voting feature in Outlook 
 Write a nice cover letter/invitation to invite them to participate. 
 Do a report based on the results you received either in Excel or Word. 

 
5.   Putting the Puzzle together:  Creating An Action Plan 

 
 Document the feedback that you are getting on a regular basis. 
 Use Detoday to post minute meetings, etc 
 Create a newsletter or group e-mail or something like that to ensure that 

everyone in your company knows what is going on. 
 Put Calendar appointments in your calendar to monitor the success of any 

processes you have in place.  Create reminders for this as well. 
 

6.   You’re never too Old (or too Young) to learn service training: 
 

 Make sure you look at the Business Technology Calendar so that you know 
what courses are being offered. 

 Keep a running list in Excel or Word to document other types of technical 
training that people need. 

 Create reminder memos that allow the brokers in your office to become know 
about the training taking place on a regular basis. 

 Review if you could use additional training, ask HR, Business Technology 
about other Types of Training... 

 
7.    Cyberspace the Next Frontier: 

 
 Use Outlook Rules to deal with all the "traffic" on the Information "Super 

highway". 
 Manage your Inbox with Folders, Follow up Flags 
 Take action asp. Use the Reply, Forward, Delete, Save the e-mail message 
 Create an e-mail that you send frequently as a shortcut on the desktop 
 Create a schedule In Outlook so that you can spend a specific time evaluating 

e-mails.   Consider turning off your alerts because it can "break" your 
concentration. 

 Refer to handout on "Creating an Electronic Rapport" with the Sendor. 
 

 
 


