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The Six Critical Elements of 
Customer Service 

Measurement Techniques 

The six critical elements of customer service are:  
1. Focus 

2. Procedures 

3. Culture 

4. Problem-solving 

5. Measurement 

6. Reinforcement 

 

Ten Most Helpful Phrases 
Use these phrases when you are speaking with 
your staff, as a way to model phrases they can use 
with their customers.  

1. I care. 

2. I would like to understand. Help me to 
understand. 

3. How are things with you? 

4. Let’s define the problem. 

5. This is what I heard you say. 

6. Let me put this another way. 

7. How can I help you? Can I do anything to 
help? 

8. What would you do? 

9. Thank you. 

10. (Silence, with concern.) 

Critical Evaluation: You can measure a particular 
service or product in great detail. Follow up with 
customers and ask what is working, what can be 
improved, and how much they like it. Also ask 
what could be done differently to develop options. 
Then assess the advantages and disadvantages to 
determine whether it makes sense to make 
changes, and just what those changes will be.  
Informal Surveys: Ask your customers what they 
want. Ask them how you are doing. If you ask the 
same questions from one year to the next, you can 
compare periods of time. Offer your customers a 
gift of some sort to thank them for participating.  
Focus Groups: During the focus group, a 
moderator discusses specific issues with 
participants. These are very structured sessions, 
and after group discussion, the moderator 
produces the results in a report format. Do not try 
this if you have not participated in one or done 
sufficient research into focus group structure, 
questioning, and analysis. If done well, expect to 
get lots of detailed feedback and to have a very 
good understanding of what the group thinks.  
Brainstorming: Everyone in the group makes 
suggestions and shares ideas. Any idea is 
considered, and ground rules establish that there 
are no comments made to filter ideas when 
brainstorming is taking place. The point is that 
although an individual idea may not be feasible, 
someone might use that idea and expand on it, 
and the result will be a fantastic idea. 
Benchmarking: Study how others in the same type 
of industry carry out their business and use their 
ideas if they apply. Benchmarking is helpful 
whether you are looking at systems, processes, or 
methods. 
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Leadership Styles Five Practices of Leadership 
In the work done by Paul Hersey and Ken 
Blanchard on the Situational Leadership II® model, 
they recognize four leadership styles that tend to 
resonate with us:  
Director’s Style: The director’s style is defined by 
an emphasis on directing tasks and being able to 
account for results.  
Coach’s Style: A coach’s style has a high degree of 
involvement in directing tasks, with an equally 
strong emphasis on supporting people.  
Supporter’s Style: The supporting style shows a 
low degree of directing tasks and an emphasis on 
supporting people.  
Delegator’s Style: This style is one with a low 
emphasis on directing tasks, and an equally low 
emphasis on providing people support, and is used 
as direct reports become more independent. 

This process can by cyclical: 

 

James Kouzes and Barry Posner are two other 
well-known authors and researchers who have 
done a tremendous amount of work on 
leadership, and which has evolved into a system 
known as The Leadership Challenge.  Kouzes and 
Posner have identified five practices they feel 
should be a part of every leader’s skill set. They 
include: 

1. Challenge the process. Leaders get out of 
their heads and confining spaces in order to 
work through challenges, entertain risks, 
and encourage innovation.  

2. Inspire a shared vision. Leaders have vision. 
They look ahead continually. Of course, this 
ability to have a vision is not all there is to 
it; leaders must be able to inspire others to 
follow.  

3. Enable others to act. Effective leaders help 
build up the members of their team by 
helping them be strong, competent 
contributors to the vision. They understand 
that anyone who is contributing to the 
vision wholeheartedly needs to have a 
sense of ownership. 

4. Model the way. If leaders are to lead 
effectively, they must be willing to take on 
the tasks they ask their team to do. 

5. Encourage the heart of employees. 
Encouraging the heart to be engaged in 
work is work in itself, but gratifying to the 
leaders who do it well, and to the people 
they recognize.  
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