CUSTOMER SERVICE IN LONG TERM CARE 
“Customer service is a series of activities designed to enhance the level of customer satisfaction.  Good customer service should provide a positive, polite, and caring attitude towards the customers.” -Ref. Study.com 
Definitions: 
"Customer service is meeting the needs and desires of any customer." 
Who are our customers? 
Residents, patients, family, guests, employees, vendors, physicians and co-workers. 
Customer Service Skills: 
· The most important skill is attitude 
· Respond to customers as soon as possible 
· Keep customers updated when concerns are voiced
· Go the extra mile 
· Fix your mistakes 
· Listen to your customers 
· Keep your promises 
· Use simple, common words
· Be patient 
· Know everything you need to know 
· Put yourself in their shoes 
· Be open to new ideas
Responding to Dissatisfaction
 Employees should always respond positively and graciously under all circumstances, especially under provocation from residents, family members or fellow employees. 
· Physically be at the same level when speaking
· Write the concern down
· Repeat/confirm the next step
· Follow-up and communicate
· Listen, don’t over talk ALWAYS SMILE  
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