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CTN Industry Tip Sheet  
Being a Quality Service Provider 
Customer service must be a telecommunications company priority and these simple steps should be followed by all Quality Service Providers. 

1. The company must be accessible to customers through the ease of being able to reach trained courteous staff, who listen to and hear the customers’ concerns and genuinely respond to the customers’ needs.  
2. Where there is dissatisfaction with the company’s service, the source of that dissatisfaction must be properly addressed without delay.  
3. Above all the provider must be respectful in its service delivery to the customer.

At all times a Quality Service Provider keeps customers fully informed, of their company policies, developments in products and services, and in the progress of any individual transaction between the provider and the customer.

A Quality Service Provider has the following additional characteristics:

· focuses on all their customer’s needs and develops products and services to meet those needs. 
· delivers when and what they say they will, with simple instructions on how to use the product. 
· ensures staff know what they need to know to deliver good service.
· ensures their call centres are accessible and queue free.
· is proactive in managing quality, and prompt to repair faults and address complaints.
· updates its customers on what’s new and gives them options to meet new needs.  It never oversells. 

· takes responsibility for the actions of their agents and contractors.
· has Customer agreements (contracts) that are easy to understand and fair.
· offers real value for money and is generally affordable.
· provides user friendly innovative products that are built to meet the current service standards and is inclusive of varying customer needs in the design.
· is based on a sustainable business model because consumers incur real search and selection costs that are irrecoverable.

· invests in quality of service and the reliability of products and services.  
· exhibits “best practice” by being open and transparent in all its operations.
· takes accountability for its actions, its products and services and its commitments and by being credible and acting with integrity.  

· provides bills that are easy to understand and accurate. 
· is culturally aware and appropriate in its conduct when dealing with customers. 

· meets or exceeds its legal obligations adopting an approach “beyond compliance”.
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