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Webinar Objectives 

Ø How is Customer Service different from Customer Experience? 

Ø Customer Expectations 

Ø Practical Ways to Build a Consistent Customer Experience Across 

AirlinePros

Ø Service Recovery   
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Webinar Topics 

Ø Customer Service 

Ø Customer Experience 

Ø Customer Service vs Customer Experience 

Ø How do we move with the changing customer expectations?

Ø The importance of Excellent Customer Service 

Ø People 

Ø Process

Ø Technology 

Ø Service Recovery 
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Customer Service Vs Customer Experience  

Ø Customer Service is what we do for customers.

Ø Customer Experience is how we make them feel through the interaction.

o Example: Customer asking, ‘Can I change my flight?’ Yes, it is $200.00

o Clearly explaining the available options. 

o Confirming the changes.

o Clearly advising next steps. 

o Making sure the customer does not have to call us back again. 
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Customer Service Vs Customer Experience  

Ø Why is this important to talk about?  Customer Expectations have changed/evolving.

Yesterday’s Customer Today’s Customer

Was willing to wait Expects faster response

Mainly used phone or visited an office Uses phone, email, chat, social and digital channels

Accepted business-hour support Expects support when they need it

Had fewer ways to compare service Can compare experiences instantly

Often followed up for updates Expects proactive updates

Repeated information when contacting again Expects us to remember the interaction

Judged service mainly by the final solution Judges the whole experience

Had limited ability to share dissatisfaction Can share an experience publicly and immediately
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How do we move with the changing customer expectations? 

Service, by character, is variable,

perishable, intangible, and inseparable.

Ø People: the right people for the job, leadership, culture…(KSA).

Ø Process: workflows, methods, steps, etc used to complete tasks.

Ø Technology: the tools and systems that support the work. 
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I- People 

The most critical part of the whole equation lies in our people. 

Ø Communicating clearly 

Ø Proactive

Ø Use of good judgment 

Ø Readiness to learn 

Ø Collaboration 

Ø Team thinking 

Ø Quality mindset 
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People-Tips 

Practice Habits of Courtesy 

Ø “Thank you for your patience” 

Ø “I appreciate your time” 

Ø “May I help you?” 

Ø “Let me assist you with that” 

Ø “I understand your concern” 

Ø “I’m happy to help”

Use Positive Communication 

Ø Smile, even over the phone- it can be heard

Ø Avoid technical words/jargons

Ø Call customers by their names

Ø Greet every customer warmly- treat every call as it is your first call.

Ø Use polite words (Could you please…, May I ….? Please allow me to….?)

Ø Thank the customer for holding, for waiting, (thank you for your 

patience…)
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People-Tips 

Listen & Ask Questions

Ø Listening actively and paraphrasing questions. 

Ø Use of open questions.

Ø Not interrogating the customer

Ø Clearly explaining the next step in a process

Ø Confirming that the customer is satisfied- avoids rework and callbacks

Ø Maintaining consistency in customer service skills 
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People-Tips 

Taking Ownership 
and 

Performing Professionally

Focusing on the solution, not the problem
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II-Process 

This simply means clearly defining where a task begins and ends. Details of how tasks are performed, by 
whom, when, using what, how to escalate, etc.  

Ø Guidelines 

Ø SOPs

Ø Checklists 

Ø Knowledge repository 

Ø Quality control process 

Ø Performance measurement process 
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Email Standards  

G – Greeting : use the customer’s name. Remember this is the sweetest word to any person’s ears.  

R – Reason / Reference : state purpose, include PNR or case number, etc.

A – Action / Answer : provide clear information or solution. Be specific and clear. 

C – Closing : courteous closing, polite, thank them.  

E – Ending / Signature : Your name + company/airline signature.

Check your grammar, punctuation, use of capital 
letters,  and formatting before sending an email.
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Call Handling Standards

Incoming Call Handling

Answer the phone within 3 rings.

Standard Script

Ø OPENING THE CALL: Thank you for calling AirlinePros. This is
Tigist speaking. How may I help you today? This call is recorded
for quality and training purposes.

Ø CLOSING THE CALL: “Is there anything else that I can help you
with today, Name?”

Ø Wait for the customer’s response, and after they are done with
their query, thank them: “Thank you for calling us! Have a nice
day!”

Ø Wait for the caller to hang up. Never hang up before the
customer.

Proper Hold Procedures

Ø Ask the caller if it is okay to place them 

on hold and wait for them to say it is 

okay.

Ø Offer a callback if you need more time to 

resolve. 

Ø Check back in every 30 seconds or so 

with the caller on hold.

Ø Always thank the caller for being patient 

when you get back to the call. 
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Call Handling Standards

Rules When Transferring a Call

Ø Inform the caller as to why they are being 
transferred.

Ø Explain why it is in their best interest to be 
transferred.

Ø Check to make sure the person can take the call 
before completing the transfer.

Ø Brief the person to whom the call is transferred 
about the matter being transferred to them, so 
the customer does not have to repeat.

Recap 

Ø Itinerary/service with specific details

Ø Price detail: Price + Service Fee must be explicitly 
mentioned. Clearly advise Terms and  

Ø Refund conditions

Ø Any ticket time limits 

Ø Document requirements 

Ø Cancellation fees/refund /no show charges 

Ø If it is a follow-up call, advise customers what to 
expect next. 
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III- Technology 

Ø Faster routing, automation and prioritization 

Ø Multiple contact channels 

Ø Self-service, automation and global support 

Ø Assignment and case tracking 

Ø Automated notifications and follow-ups 

Ø Monitoring, reporting and accountability

Ø Customer interaction history in one place 

Ø Customer history and context 
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Technology -How is it helping us? Practical Experience

Freshdesk Omnichannel
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Service Recovery  

Service Recovery

Service Recovery is 
what we do to make 

things right when the 
customer experience 

does not go as 
expected.

C – Calm down: stay composed, don’t react emotionally, don’t take it 

personally.

A – Acknowledge: recognize the customer’s feelings, use their name.

L – Listen & let them vent: actively listen, acknowledge emotions. Never 

engage in a back and forth. Give them time to vent their frustration. 

M – Mirror: restate what they said to show understanding. 

E – Explore solutions: think critically and offer options or escalate if no 

feasible solution works. 

R – Resolve & Recap: set clear next actions and thank them for their time. 
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Closing

Ø As AirlinePros, our vision is to fully transition from 

Customer Service to Customer Experience. 

Ø Everyone has a role to play.  Primarily, 

understanding this priority and owning it. And 

being ready to take an active part in this 

transition process.  

Ø How is Customer Service different from 
Customer Experience? 

Ø Customer Expectations 

Ø Practical Ways to Build a Consistent 
Customer Experience Across AirlinePros

Ø Service Recovery   
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