CUSTOMER SERVICE EMPLOYEE BEHAVIOR STANDARDS

Employee Full Name: [EMPLOYEE FULL NAME]

Employee ID Number: [EMPLOYEE ID NUMBER]

Job Title / Position: [JOB TITLE]

Department: [DEPARTMENT NAME]

Work Location: [WORK LOCATION / BRANCH]

Supervisor Name: [SUPERVISOR NAME]

Supervisor Title: [SUPERVISOR TITLE]

Effective Date: [EFFECTIVE DATE]

Review Date: [REVIEW DATE]

Company Name: [COMPANY LEGAL NAME]

Company Address: [COMPANY ADDRESS]

RE: ACKNOWLEDGMENT OF CUSTOMER SERVICE EMPLOYEE BEHAVIOR STANDARDS

1. PURPOSE AND SCOPE

1.1 Purpose: This form establishes the minimum behavioral and professional standards expected of all customer service employees of [COMPANY LEGAL NAME] in the performance of their duties.

1.2 Scope: These standards apply to all customer service personnel, including full-time, part-time, temporary, and probationary employees, at all locations and across all customer contact channels.

1.3 Acknowledgment: The employee named above acknowledges receipt of these standards and agrees to comply with them as a condition of employment.

2. PROFESSIONAL CONDUCT AND APPEARANCE

2.1 Punctuality and Attendance: The employee shall report to work on time and adhere to the assigned schedule of [WORK SCHEDULE].

2.2 Dress Code: The employee shall comply with the company dress code and maintain a neat, professional appearance at all times.

2.3 Identification: The employee shall wear the assigned identification badge and display [EMPLOYEE ID NUMBER] where required.

2.4 Personal Conduct: The employee shall act honestly, respectfully, and professionally toward customers, colleagues, and supervisors.

3. CUSTOMER INTERACTION STANDARDS

3.1 Greeting: The employee shall greet each customer promptly and courteously using the approved greeting standard of [APPROVED GREETING SCRIPT].

3.2 Response Time: The employee shall acknowledge customer inquiries within [RESPONSE TIME STANDARD] and resolve or escalate them within [RESOLUTION TIME STANDARD].

3.3 Tone and Language: The employee shall use clear, polite, and professional language and shall refrain from arguing, raising their voice, or using offensive or discriminatory language.

3.4 Active Listening: The employee shall listen attentively, confirm the customer's concern, and avoid interrupting.

3.5 Accuracy: The employee shall provide accurate information and shall verify details before committing to any action or promise on behalf of the company.

3.6 Confidentiality: The employee shall protect customer personal data and shall not disclose customer information except as authorized under [DATA PROTECTION POLICY].

4. COMPLAINT HANDLING AND ESCALATION

4.1 Complaint Acknowledgment: The employee shall acknowledge every complaint and record it in [COMPLAINT LOG SYSTEM] within [COMPLAINT LOGGING TIME].

4.2 De-escalation: The employee shall apply approved de-escalation techniques and remain calm when dealing with upset customers.

4.3 Escalation: The employee shall escalate unresolved or high-risk complaints to [ESCALATION CONTACT / SUPERVISOR] within [ESCALATION TIME].

4.4 Follow-Up: The employee shall follow up with the customer within [FOLLOW-UP TIME] and document the outcome.

5. PROHIBITED BEHAVIOR

5.1 The employee shall not engage in rude, dismissive, or confrontational behavior toward any customer.

5.2 The employee shall not make unauthorized promises, discounts, refunds, or commitments exceeding [AUTHORIZED LIMIT].

5.3 The employee shall not use company systems or customer data for personal purposes.

5.4 The employee shall not discriminate against any customer on the basis of [PROTECTED CHARACTERISTICS].

5.5 The employee shall not be under the influence of alcohol or illegal substances while on duty.

5.6 The employee shall not engage in harassment, bullying, or retaliation against colleagues or customers.

6. COMMUNICATION AND RECORDKEEPING

6.1 Documentation: The employee shall document all customer interactions in [CUSTOMER RECORD SYSTEM] accurately and in a timely manner.

6.2 Channel Use: The employee shall use only approved communication channels, including [APPROVED CHANNELS].

6.3 Social Media: The employee shall not post customer information or statements on behalf of the company without written authorization from [AUTHORIZING MANAGER].

7. TRAINING AND COMPLIANCE

7.1 Required Training: The employee shall complete the required training listed in [TRAINING PROGRAM] by [TRAINING COMPLETION DATE].

7.2 Policy Compliance: The employee shall comply with all company policies, including [RELEVANT POLICIES].

7.3 Monitoring: The employee acknowledges that customer interactions may be monitored or recorded for quality assurance in accordance with [MONITORING POLICY].

8. PERFORMANCE EVALUATION

8.1 Evaluation Criteria: The employee's adherence to these standards shall be assessed during performance reviews using [EVALUATION METHOD].

8.2 Review Frequency: Performance reviews shall be conducted [REVIEW FREQUENCY].

8.3 Consequences: Failure to meet these standards may result in coaching, retraining, disciplinary action, or termination, in accordance with [DISCIPLINARY POLICY].

9. ACKNOWLEDGMENT AND SIGNATURES

9.1 Employee Acknowledgment: I, [EMPLOYEE FULL NAME], have read, understood, and received a copy of these Customer Service Employee Behavior Standards and agree to comply with them.

9.2 Employee Signature: [EMPLOYEE SIGNATURE]

9.3 Employee Signature Date: [EMPLOYEE SIGNATURE DATE]

9.4 Supervisor Acknowledgment: I, [SUPERVISOR NAME], confirm that these standards have been provided to and explained to the employee.

9.5 Supervisor Signature: [SUPERVISOR SIGNATURE]

9.6 Supervisor Signature Date: [SUPERVISOR SIGNATURE DATE]

9.7 HR Representative Name: [HR REPRESENTATIVE NAME]

9.8 HR Representative Signature: [HR REPRESENTATIVE SIGNATURE]

9.9 HR Signature Date: [HR SIGNATURE DATE]
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