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Channel Choices for Communication 

Selecting the appropriate communication channel is key, as it impacts the quality of customer interactions. The correct 

channel ensures effective message delivery and boosts customer satisfaction and loyalty. Here's an overview of 

common channels and their typical uses: 
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 Trust-Building Techniques 

Customer communication is the interaction between a 

business and its customers, aiming to solve problems, 

improve relationships, and drive loyalty.  

 

Trust is vital in customer relationships and key to loyalty. 

Without it, products or services may lose appeal. 

Enhance trust by implementing key strategies. 

 Be open and honest and inform customers  

about issues. 

 Provide reliable and consistent  

service to assure quality. 

 Show knowledge and proficiency  

in your field to reassure customers. 

 Actively listen to concerns  

and feedback, showing respect  

for customer opinions. 

Four Pillars of Effective Communication 

 

Verbal Communication Skills 

Clarity 

Respect 

Empathy 

Response 

While each customer interaction is unique, effective 

customer communication typically rests on four pillars: 

 

Phone Calls:  

Ideal for urgent, 

complex issues, offering 

personalized  

conversation and 

empathy. 

Emails: Perfect for 

detailed, non-urgent 

communication, 

allowing sufficient time 

for thoughtful 

responses. 

Live Chat:  

Highly effective for 

quick, immediate real-

time solutions to 

minor issues. 

Social Media: Useful 

for engagement, 

general questions, 

and public relations, 

facilitating informal 

interactions. 

Self-Service/FAQs: 

Convenient for 

common queries, 

enabling customers to 

find their own 

solutions. 

Verbal communication skills are crucial in customer 

service. To improve these skills, consider implementing 

the following strategies: 

 
Practice active listening: 

Engage deeply, understand 

perspectives, and provide 

feedback. 

Speak clearly and confidently: Know your product, use 

clear language, and practice regularly. 

Adapt to customer moods and needs: Notice 

emotions, empathize, stay calm, and offer tailored 

solutions. 

 

The Impact of Tone and Pace 

Tone is the vocal quality you use when you speak. It's 

the difference between sounding disinterested or 

sounding enthusiastic. 

Pace is your speaking speed; speaking too fast may 

seem impatient, while too slow can suggest a lack of 

confidence. 

 

 

 

Together, a friendly tone and balanced pace enhance 

customer perception, showing patience and building trust. 

Tone  Pace 

Customer Perception 
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The Silent Power of Body Language 

 

Written Concise and Clear Messages 

 

Persuade for Customer Retention 

 

Embrace Cross-Cultural Communication 

Body Language is the hidden language that 

communicates so much yet is often overlooked. To use 

body language effectively in customer communication, 

consider these tips: 

 

Persuasion is key in showing customers the value of a 

company's services or products, thereby influencing their 

decision to remain loyal. 

 Reciprocity: Providing value to customers, 

fostering a sense of obligation. 

 Social Proof: Demonstrating product value through 

testimonials and endorsements. 

 Authority: Establishing the brand as a reliable and 

knowledgeable expert in the field. 

 Liking: Developing rapport with customers through 

empathetic and personalized communication. 

 Scarcity: Emphasizing the uniqueness and limited 

availability of products or services. 

 These techniques collectively work to persuade 

customers about the benefits of staying, thereby 

aiding in customer retention and loyalty. 

 

 

 

 

When engaging in cross-cultural communication, 

consider the following aspects: 

 

Adjust language and offer translations for different 

levels. 

Non-Verbal Cues: Understand cultural variations in non-

verbal signals. 

Cultural Norms: Respect differences in formality and 

communication style. 

Use Pauses Effectively 

• Keep your body relaxed and avoid crossing your 

arms which may signal defensiveness. 

 

• Ensure your facial expressions match the tone of the 

conversation. 
 

• Maintain Eye Contact to shows that you're focused 

on the customer and the conversation. 

 

• Use natural, purposeful gestures to enhance your 

work. 

 

While the use of pauses depends largely on the 

conversation's flow, here are a few general scenarios 

where they can be effective: 

 

Uphold Email Etiquette 

Engage on Social Media and Live Chat 

Here are some tips to help you write concise and clear 

messages: 

 
• Be Direct: Start with your main point or the most 

important information. 

• Use Simple Language: Avoid jargon, complex 

words, and convoluted sentences. 

• Proofread: Review your message for clarity, 

typos, and unnecessary information. 
 

 
Email etiquette refers to the code of conduct that 

guides behavior when writing or answering email 

messages. Here are some key aspects of email 

etiquette. 
1. Subject Line: Be brief and relevant. 

2. Salutation: Use a fitting greeting and the customer's 

name. 

3. Email Body: Maintain clarity and brevity. 

4. Closing: End with a professional sign-off. 

5. Response Time: Reply quickly. 

6. Attachments: Send only necessary and well-labeled 

attachments. 

 
• Maintain Eye 

Contact to show 

that you're focused 

on the customer 

and the 

conversation. 

 

 

 

• Use natural, 

purposeful 

gestures to 

enhance your 

work. 

 

After making a key point. 

Before responding to a question or concern. 

 After the customer has shared a lot of information. 

 

 Reciprocity: Providing value to customers, 

fostering a sense of obligation. 

 Social Proof: Demonstrating product value through 

testimonials and endorsements. 

 Authority: Establishing the brand as a reliable and 

knowledgeable expert in the field. 

 

 Liking: Developing rapport 

with customers through 

empathetic and personalized 

communication. 

 Scarcity: Emphasizing the 

uniqueness of products or 

services. 

 

 

Here are some effective methods to enhance customer 

retention and loyalty. 

 Reciprocity: Providing value to customers, 

fostering a sense of obligation. 

 Social Proof: Demonstrating product value through 

testimonials and endorsements. 

 Authority: Establishing the brand as a reliable and 

knowledgeable expert in the field. 

 Liking: Developing rapport with customers through 

empathetic and personalized communication. 

 Scarcity: Emphasizing the uniqueness and limited 

availability of products or services. 

 These techniques collectively work to persuade 

customers about the benefits of staying, thereby 

aiding in customer retention and loyalty. 

 

 

 

For social media: 

Quickly respond, 

personalize 

interactions, and create 

relevant content. 

For live chat: Use 

prompt, customized 

replies, actively listen, 

and follow up efficiently. 

 

For live chat: Use 

prompt, customized 

replies, actively listen, 

and follow up 

efficiently. 

 

✓ Adjust language and offer translations. 

✓ Understand cultural variations in  

non-verbal signals. 

✓ Respect differences in formality and 

communication style. 

✓ Time Perception: Acknowledge diverse attitudes 

towards time. 
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