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Best Practices: Customer Service 
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AGENDA
• General Customer Service Expectations

• Client Communication Expectations

• Outreach Process & Expectations 

• Standard Protocols

• Phone Call Follow-Up

• Closing Cases due to No Response

Presented by:
Justice Dove
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General Customer Service Expectations
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General Customer Service Expectations

5 expectations to remember

1. Log all calls/emails on Salesforce
2. Avoid “No problem” or “You’re Welcome”

❖ Use “My pleasure” or “Thank you”

3. Do NOT make promises or speak in 
definitive/absolutes

4. Do NOT speak for others’ time
5. Customer Service is our # 1 focus 
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All calls and emails, including non-support calls, 
are required to be logged on Salesforce
• True

• False
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Client Communication Expectations
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Client Communication Expectations

Responding to Clients

• Our average response time is within 2 hours 
of receiving cases

• Not necessary to resolve the case within 2 
hours, but acknowledge that you have 
received it and that you’re looking into it
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Client Communication Expectations

Responding to Clients

• Always provide clear next steps
• Always provide a timeline for Updates/Actions 

items
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Client Communication Expectations

Responding to Clients

• At a minimum, we should have weekly 
updates for clients
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Client Communication Expectations

Responding to Clients

• Documentation of contact attempts
❖ All recap emails attached to Salesforce 
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Client Communication Expectations

Responding to Clients
• Documentation of case comments

❖ Comments should be free of grammatical errors
❖ Written so other teammates can understand the case
❖ As we work on transitioning clients to community, all 

resolutions and comments marked public will be visible 
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Client Communication Expectations

Responding to Clients

• Documentation of resolution for 
requests/cases/projects
❖ Include what was done/how it was done
❖ This could be the last email sent to client
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What is the average response time for salesforce 
cases?
• 1 hour

• 2 hours

• When you have the answer

• By the end of the day
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Outreach Process & Expectations
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Outreach Process & Expectations

Outreach to Clients

• Outreach to clients can be via email and/or phone calls
❖ If you leave a voicemail, you must also send an email saying you 

attempted to call but left a voicemail
❖ All outreach and call documentation should be in the same email chain 

and attached to case or project in Salesforce

• 3 Attempts to try and reach clients 
❖ At least one of these attempts should be a phone call
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How many attempts to contact a client has to be 
via phone call
• None, all attempts can be completed via email

• 1 attempt, which has to be followed up by a recap email

• All attempts have to be via phone call

• None of the above
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Phone Call Follow-Up
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Phone Call Follow-Up

Outreach to Clients: Phone Call Follow Up

• Follow-up email should be sent after all client calls
❖ Case communication, trainings, call reschedules, etc.

• Email should contain a full recap of the conversation and 
any next steps/action items for you and/or the client
❖ The documentation should be in the same email chain as any 

previous communication regarding the subject of the call
❖ Attach to case or project in Salesforce 
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All email communication, that pertains to a 
specific case, has to be documented in the same 
email chain
• True

• False
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Standard close issue – NO Response 
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Standard close issue – NO Response 

Outreach to Clients

• At least 3 outreach attempts regarding an open support ticket have 
gone unanswered
❖ These attempts should be a combination of both phone calls (including 

voicemail) and email 
❖ All outreach attempts should have written documentation and be in the 

same email chain
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Standard close issue – NO Response 

Outreach to Clients

• Final email (4th email) is sent, it should be attached to the open 
support ticket, which can then be closed with the resolution 
“Closed, No Response”
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RECAP
• General Customer Service Expectations

• Client Communication Expectations

• Outreach Process & Expectations 

• Standard Protocols

• Phone Call Follow-Up

• Closing Cases due to No Response
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THANK YOU


