
Customer Service 
Back to the Basics

The Importance of a SMILE ☺



Exceptional versus Subpar Customer 
Service makes an impact!
• Have you ever experienced poor customer service?

• Say you are at a drive thru getting your favorite meal; but the worker 
at the window is a grouch – no smile, no friendliness, no eye contact, 
and just has a bland personality.

• Does this type of service make you want  to return to that location?

• In contrast what if the greeter at the window was pleasant, 
welcoming, and had a here to help attitude; would you consider this 
experience better than Subpar? Perhaps they ended your interaction 
with a thank you for visiting us and we look forward to serving you again. 

• Would this last interaction represent an enjoyable type of 
Exceptional Customer Service? 

• Would you want to get your food again from that location? 



What is the definition of a Smile as it relates to Customer Service?

How does Customer Service with a Smile impact your business?

Can a  Smile set you up for success?

Does a Smile distinguish you from your competitors?



Smile in Customer Service 
means what?

S = Set the Stage at the beginning: Prompt tone 
with the, “Here to Help” actions. Make sure to 
build rapport by asking probing questions. Show 
that you are interested and want to provide a 
solution. Build bridges not create more walls.

M = Make sure to acknowledge & assure that 
you understand the concern and are working to 
address. Position yourself as the authority –
take ownership. Arm yourself with the 
appropriate tools and resources. Act 
accordingly to get to a “win-win” resolution. 

I = Include feedback along the process. Always 
be an active listener who restates the concern 
as you understood it to be and  then ask have, I 
captured your concern today? Take notes 
throughout the interaction.

L = Look to provide solutions. There are always 
obstacles but focus on how can you find a 
solution and resolution.

E = Empathy goes a long way. Be the advocate 
and ally in the interaction. Build rapport by 
relating with the situation. 



Can the SMILE Principle set 

you up for success?



Which option makes the 
best first impression?

When you go into a job interview 
which choice would leave a better 
impression on the hiring manager?

• Frown

• Expressionless

• Smile

The correct choice will always be a 
SMILE.

A SMILE represents confidence and 
interest. 

When you present this type of 
expression then you have a leg up on 
your competition. Likewise, a 
business who have employees that 
lead with a smile instead of no 
emotions or worse a frown will 
always attract customers. 



The attitude a smile 
brings to a business…
• Internal and external customers are more willing to 
invest in a business that has a welcoming atmosphere.

• If there are “promoters” of your company spreading 
positive messages; then that has a ripple effect. 

• Perspective clients often support and subscribe to 
business products and services based on word of mouth, 
online ratings, social media presence, and website first 
impressions. 

• Therefore, there is a significant impact on the business 
profitability and sustainability when it is perceived as a 
welcoming place to support. 

• Often a SMILE is the difference between growth and 
decline. 



Does a SMILE 
help you stand 
out from your 
competition?

A Smile creates an 
“Exceptional Customer 
Experience!”

Retention through 
Exceptional Customer 
Service

Click the above link to 
view this video: 
Exceptional Customer Service | John 
Boccuzzi, Jr. | TEDxBryantU |  
length: 8 mins 20 seconds |            
Mar 5, 2018 

A SMILE creates a culture of 
excellence.

Do you enjoy your work?

Is your company one that 
values friendly, exceptional 
service from the CEO to the 
front-line workers?

Cultivate the exceptional 
SMILE driven service in 
employees from top down to 
attract and retain customers. 

People want to experience 
joy and happiness. 

Click to (learn more: Let us 
be the ones to bring Joy back 
(6-minute article read). ☺

https://youtu.be/GH1TXfQSwUQ
https://www.oracle.com/cis/news/announcement/oracle-cx-happiness-research-study-2022-06-15/


Customer Service SMILE Quiz (10 Questions)

• True or False: Internal and external customers are more willing to invest in a business 
that has a welcoming atmosphere.

• True or False: A Smile represents interest and insecurity?

• True or False: A subpar greeting makes for an exceptional customer service experience?

• True or False: A Smile interaction includes becoming an advocate and ally for the 
customer?

• True or False: A Smile can contribute to growth and retention for a business?

• True or False: Building rapport is not a good way to set the stage in a SMILE interaction?

• True or False: Taking notes, taking ownership, and providing feedback is not part of the 
Smile customer service experience.

• True or False: The Exceptional Customer Service video speaker shared how his typical 
perspective on what glasses work best for him was changed.

• True or False: A company website, word of mouth, and their social media presence 
impacts a customer’s perception.

• True  or False: Joy and happiness is a key identifier for how a customer experience 
impacts a person.



Customer Service SMILE Quiz (10 Questions) 

LET US SEE HOW YOU DID? 

• True or False: Internal and external customers are more willing to invest in a business 
that has a welcoming atmosphere. TRUE

• True or False: A Smile represents interest and insecurity? FALSE

• True or False: A subpar greeting makes for an exceptional customer service experience? 
FALSE

• True or False: A Smile interaction includes becoming an advocate and ally for the 
customer? TRUE

• True or False: A Smile can contribute to growth and retention for a business? TRUE

• True or False: Building rapport is not a good way to set the stage in a SMILE interaction? 
FALSE

• True or False: Taking notes, taking ownership, and providing feedback is not part of the 
Smile customer service experience. FALSE

• True or False: The Exceptional Customer Service video speaker shared how his typical 
perspective on what glasses work best for him was changed. TRUE

• True or False: A company website, word of mouth, and their social media presence 
impacts a customer’s perception. TRUE

• True  or False: Joy and happiness is a key identifier for how a customer experience 
impacts a person. TRUE



Want to learn more Customer 
Service Basics?



Visit 
MsStevensPR 
website
Visit The 
Thankful 
Revolution
website

Skills I bring to the table…

https://msstevenspr.wordpress.com/
https://thethankfulrevolution.com/


Please make sure to subscribe, like, 
bookmark, and provide feedback before 
you leave the websites.  THANK YOU ☺


