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‘Customers don’t care how much you
know until they know how much
you care.

Gerhard Gshwandter

®

&

Most organisations espouse customer care without
truly appreciating what it really means.

True customer care goes beyond the lip service
paid to customer service. It goes beyond product
knowledge and politeness. It goes beyond proce-
dures and quality programs. That’s not to say that
these aren’t important ingredients in an overall cus-
tomer strategy, but the icing on the cake, so to
speak, is the genuine care factor. And I don’t mean
the sickly sweet ‘Have a nice day’ patter.

Caring encompasses the intellect and the emo-
tion, the head and the heart. It can’t be learned in
any training manual, yet it is something we’ve been
taught all our lives. Remember when your grand-
mother or kindly aunt used to say:

‘Do unto others as you would have them do

unto you.’
o
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This simple Golden Rule can likewise be worth
gold to your business. It’s a simple customer service
maxim and one that a hotel in Perth, Western Aus-
tralia, certainly practises. I'd arrived at check-in,
jet-lagged, with a terrible cold and no voice. As I
was supposed to speak to 200 real estate agents the
next morning, this was indeed a predicament.

The receptionist pleasantly started her standard
greeting, telling me about the pool, golf course,
restaurants, etc. Rather impatient to get to bed, I
ignored the information and curtly informed her
that I simply wanted my key. Reaching my room, I
quickly unpacked, had a hot shower and was about
to curl up in bed when there was an unexpected
knock on the door.

‘Room service,” the cheery voice echoed.

Cheerfulness was not what I wanted at that
point in time so I tersely informed him that I hadn’t
ordered room service.

‘Yes, we know you haven’t, Ms DeVrye. But we
also know you're not feeling well so have prepared
some hot lemon and honey with our compliments.’

Sure enough, on a silver tray, was exactly what
I would have liked if I'd been at home. I sheepishly
thanked him as he handed me the tray, which also
had some vitamin C and a note from the chef, offer-
ing to make anything special I would like for dinner,
even if it didn’t appear on the menu. What’s more,
there was another note from the concierge, offering
to have medication delivered from a 24-hour
chemist.
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I felt better already! To think that someone had
taken the time to show some genuine care to a
stranger in the usually impersonal environment of
a hotel, so far from home. The hotel didn’t have the
best amenities I'd seen in my travels, but, in spend-
ing over 70 nights per year in hotels, never have I
experienced such heartwarming customer care. And
long after I'd forget the marble in the foyer or
designer shampoo bottles, I'd always remember the
outstanding customer care.

That genuine care wasn’t a result of any formal
process in their operational procedure manual, but
rather a result of the receptionist putting herself in
the shoes of a guest and imagining how she would
like to be treated if she was in a similar situation.

As soon as she realised I was ill, she no longer
tried to impress me with the range of facilities and
services. She truly did impress me by coordinating
with her colleagues to demonstrate true customer
care—by providing hot lemon and honey service
straight from the heart!

My voice marginally restored the next day, I
addressed the realtors on customer service, using this
real-time example of true care. Coincidentally, their
training manager had had a similar experience in a
New Zealand hotel and as an innovative leader, she
suggested that the company adopt ‘Hot Lemon and
Honey Service’ as their theme for the conference and
the year, which I'm pleased to report resulted in
record sales. Hot lemon and honey . . . the sort of
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natural nurturing of customers which pays bottom-
line dividends once you realise that:

‘Customers don’t care how much you know until

they know how much you care.’
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Other books, audio CDs, videos/DVDs
and postcards by Catherine DeVrye

Discounts available for bulk orders.

Let us know if you’'d like a signed copy for
someone special.

e Hot Lemon & Honey - audio presentation.

e Hope Happens! ... words of encouragement for tough
times. A best-selling inspirational gift book.

e Who Says I Can’t? ... a memoir. (Published in North
America as Serendipity Road). Bryce Courtenay says:
‘story of hope and perseverance - when'’s the movie?’.

e Good Service is Good Business: 7 Simple Strategies
for Success. One of Australia’s best-selling business
books, filled with practical examples.

e Good Service is Good Business: audio CDs. One CD
contains excerpts from a humorous, live presentation
and the other compiles the best of the author’s popular
radio drive-time series.

e Good Service is Good Business: complete easy-to-
use training kit. Includes a 60-minute video/DVD,
book, and two audio CDs.

e The Customer Service Zoo: Create Customers for Life
and a Life for Yourself. A parable using animal analogies
to simplify and inspire your customer service.

e Japan: An A-Z Guide of Living and Working in Japan.
Practical suggestions for those travelling to or working
in Japan.

e Motivational postcards with colourful photographs
and powerful quotes.
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Are you so busy running around in circles
that you don’t have time to stop and think
about what you're trying to achieve at

work and in your life? Leading author and
motivational speaker Catherine DeVrye shares
her insights on how to make your personal
and professional life more meaningful and
effective through better balance.

L) Using catchy, easy to remember quotes,
Catherine encourages you to look at things
differently. You'll gain long term benefits and motivation for
yourself and your organisation.

‘I found this book full of inspiration, valuable insights
and useful information-vitamins for my mind and soul.
[ believe everyone will benefit from a daily dose!’

Jack Canfield, Co-Author of the Chicken Soup For The Soul® Series

Catherine DeVrye is also the author of the #1 best seller Good
Service is Good Business and 5 other successful books. A former
IBM executive and past winner of the Australian Executive Woman
of the year award, DeVrye has spoken on five continents to a wide
array of audiences from small business and Fortune 500 companies
to government organisations and Olympic athletes. She has cycled
over the Andes, climbed Mt Kilimanjaro and was honored to carry
the Olympic torch on the day of the opening ceremony of the
Sydney 2000 Olympics.
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