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Let’s Not Make Customer Service Harder 

By Nancy Friedman, the Telephone Doctor/Speaker 

In a society where poor customer service is rampant, a well-trained staff can shine if 
everyone adopts and commits to some simple service approaches. 

The result can mean not only keeping your patients happy, but can make the difference 
between keeping or losing them. What is the biggest and most costly customer service mistakes 
in business today? 

My answer is simple – “We’re just not friendly enough.” 

Patients should be treated as welcome guests when they call your office. Instead, they’re often 
treated like an interruption or, even worse, an annoyance. More than 90 percent of all customer 
service starts with a telephone call. That said, customer service mistakes happen anytime and 
in many ways. 

Here are three of the biggest mistakes in customer service: 

MISTAKE 1: NOT SMILING 

Solution: Smile! It sounds insanely simplistic, doesn’t it? We’re taught early on, that a smile can 
get us a lot. This is true even as adults, especially on the telephone. Since the telephone is the 
most commonly used mode of communication, your staff needs to understand why a smile 
works – because you can hear a smile. I recommend keeping a mirror by your desk, so when 
you pick up the receiver, you remember to smile and you can see yourself smiling. 

Sometimes we don’t feel like smiling. Smile anyway. The caller doesn’t care if you feel like 
smiling or not. At Telephone Doctor, smiling before you pick up the phone is a condition of 
employment; not smiling is grounds for termination, and, yes, I have exercised that option. With 
customer service as our top priority, we simply don’t tolerate not smiling before you pick up the 
phone. Frankly, I’d rather have the caller think your office is closed than to have you answer the 
phone in a negative mood. (YES, the caller CAN HEAR the smile.) 

MISTAKE 2: NOT ACKNOWLEDGING A CALLER’S REQUEST 

Solution: Rapid responses – RR. Use what we have called our “mental stamp.” That means 
“this request or piece of information needs an immediate and rapid response.” When we receive 
an email, fax or note, we immediately send that back to whoever sent it with the words, 
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“Received and will handle.” That way the person who asked for the information knows you got 
the request and everything is moving in the right direction. And it’s good communication. 

Another very good habit to get into is to ask the caller when they ask for something is: “And 
when would you need this information, Mr. Jones?” 

Our surveys found that when a caller is asked when he or she would like to receive the needed 
information, 80 percent of time they did not automatically respond, “I need it now,” as you might 
expect. Thus, you don’t have to promise, “I’ll get that to you right away.” Often, callers won’t 
need something until tomorrow or next week. Asking for a timetable of delivery is good customer 
service. And remember, “as soon as possible” is not a time. Confirm a date. 

MISTAKE 3: IMMEDIATE REJECTION OF A REQUEST 

Solution: Be a “double-checker.” Try: “Let me double-check on that for you.” It’s a wonderful 
way to defuse any disappointment about you not being able to provide what they called for in 
the first place. This simple statement of double checking immediately defuses some of the 
tension of not being able to fulfill a request completely. And often when we do double-check, we 
find a way to get what the person wanted after all. 

Nancy Friedman, president of Telephone Doctor Customer Service Training, St. Louis, MO, is a 
popular KEYNOTE speaker at franchise, association and corporate conferences. 

For a DEMO of Nancy in action, call 314-291-1012 or log on to: www.nancyfriedman.com or 
email her at nancyf@telephonedoctor.com. 

For a complimentary copy of Nancy’s eBook, Hidden Gems of Customer Service, please click 
here.  
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