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Customer Relations Policy 
 

Customer service is an essential aspect of our business. You are the face of Boske Road 
Transport for many of our customers. Your role in providing professional customer service is 

essential to our business. 
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Purpose 

If you are a driver, you are the face of the organisation.  What you say and do impacts on 
the reputation of not only us, but our customers when dealing with people every day.  The 
outcome of your interactions and service standards could make or break our reputation, so 
it is vital that you leave a great impression every single day. 
 

This document will outline our service standards.  You will need to adhere to them to ensure 
we are providing a consistent and positive approach to our customers on a daily basis. 
 

Scope 

This procedure applies to all Boske Road Transport employees regardless of their role 
(including paid staff, casual and fixed term employees, employees working after hours and 
employees on call), subcontractors, contractors (and their employees), contract carriers 
(including linehaul service providers), contractors and their employees, agency hire 
personnel, and visitors at Boske Road Transport workplaces. 
 

All levels of management and staff will be constantly aware that the customer is the sole 
reason for our services, and that the sole purpose of our business is to meet our customers’ 
needs. 
 

Responsibilities 

Directors, General Managers will: 

 Initiate disciplinary action for non—compliance with this procedure 
 

Managers will: 

 Ensure these procedures are implemented and complied with  

 Encourage employees and contractors to notify Management if they suspect a 
person engaged with BRT is not complying with this policy 

 Continuously monitor the customer service of the personnel they manage, as 
part of their overall performance monitoring process 

 Carry out disciplinary action if required 
 

Employees, Subcontractors, Contractors (and their employees), Contract Carriers (including 
linehaul service providers and their employees), Agency Hire Personnel and Contractors will: 

 Abide by this policy at all times  

 Represent Boske Road Transport to the highest possible standard of service 

 Request assistance when uncertain of particular situations 
 

Human Resources will: 

 Review this procedure every two years or as legislative or other changes may require 

 Work with management to ensure that any concerns about customer service or work 
practices are responded to and investigated 

 Carry out performance conversations and disciplinary action, if and when required 
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BOSKE ROAD TRANSPORT STANDARDS  

In order to provide good customer service you are responsible for: 

 Ensuring that you are fit for duty (which includes being well rested and not impaired by 
alcohol or drugs) 

 Obeying all customer site rules 

 Wearing safety equipment that is appropriate to the customer site and the equipment 
involved 

 When you arrive at a Boske Group or a customer site you must report to the site office 
or site manager 

 It is also important that you act in a friendly, courteous and helpful manner to staff and 
customers and that you pass on any customer feedback to the Operations or Account 
Manager. 

 

MANNERISMS 

One final part of your professional appearance are your mannerisms. As a driver, it is 
important to be on time, knowledgeable, and polite.  When you look like you know what 
you are doing, your customers will be more likely to do business with you again.  You also 
never know when you will be talking to potential customers when going about your daily 
work and you never want to lose potential business. 

 

GREETING CUSTOMERS 

Customer service is an essential aspect of our business.  You are the face of Boske Road 
Transport for many of our customers. Your role in providing professional customer service is 
essential to our business.  
 

GOOD FIRST IMPRESSIONS 

Success and livelihood depends on how a customer perceives you in the first 30 seconds of 
interaction. We need to develop an almost instantaneous rapport with our customers. The 
reality is that we prefer doing business with those we like and trust. Impressions are the key 
to developing trust and confidence in the customer.  
 

Here are some ways of creating positive impressions:  

 Thoughtfulness in meeting the customer’s needs  

 Personal responsibility for a customer  

 Quick problem solving for customers  

 Offering immediate assistance  

 Friendliness  

 Using customer’s name in a conversation  

 Pleasant voice tone  

 Polite and courteous manners  

 Neatness  

 A genuine smile. 
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Here are some factors that create a negative impression:  

 Making the customer wait  

 Not answering the phone promptly  

 Not saying “please” and/or “thank you”  

 Speaking loudly or condescendingly to customers or colleagues  

 Making faces, frowning, acting distant, not smiling  

 Looking dishevelled or like you do not care about your appearance  

 Focusing on another task while addressing or servicing a customer.  
 

 

DO’S AND DON’T’S OF CUSTOMER SERVICE 

Every day people face situations when what they say makes or breaks a service interaction. 
Below are some phrases that should never be used because they frustrate and anger 
customers.  
 

No:  Admittedly, there are times when you will have to say “no”, but focus on what you can 
do for the customer (accentuate the positive) and not the negatives of the situation.  Better 
to say “What I can do is…”  
 

I don’t know:  Good service means never saying, “I don’t know”.  When a customer hears “I 
don’t know”, they hear, “I don’t feel like finding the information you need”.  Better to say, 
“I’ll find out” or “Let me look into this and get back to you ASAP”. 
 

That’s not my job / Don’t ask me:  When a customer asks you to do something that you do 
not know how to do or do not have the authority to do, lead the customer to the person 
who can help him / her solve the problem. Better to say, “Let me call you the person who 
can immediately help you will this problem”.  
 

You’re right – that is bad:  Some think by sympathising with the customer’s plight, he/she 
will win over the customer rather than actually doing something to solve the customer’s 
problem.  If a customer expresses annoyance or frustration, do not make it worse by 
commiserating with him/her.  Empathise with the customer but seek to solve the problem.  
Likewise, it does not do your organisation any good to criticise co-workers or management 
within Boske Road Transport or to the customers.  All interested parties end up looking 
unprofessional and inept.  Rather than that, try your best to accommodate the customer. 
Do not promise anything you cannot deliver, but try to serve the customer well. Better to 
say, “I understand your frustration, let’s see how we can solve this problem”. 
 

Calm down:  When customers are upset or angry let them vent (within reason) and they will 
eventually calm down. Telling them to “calm down” is belittling, and often only infuriates 
them further.  Better to say, “I’m sorry”.  This is one of the ideal phrases for customer 
service – it helps to placate the angriest of customers and allows you to begin the process of 
solving a customer complaint or request and “meet him/her half way”. 
Apologising does not mean you agree with the customer but it is a means to empathise and 
move beyond the emotion of the moment and negative impact.  
 

Call me back:  This expression conveys little interest on the part of the customer relation’s 
employee for the needs and wants of the customer. You should always call the customer 
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back because you want their business and are responsive to their requests.  Being proactive 
is part of good customer service.  
 

That’s not my fault:  If an angry customer accuses you of creating a problem, rightly or 
wrongly; the natural reaction is to defend yourself.  By resisting the need to defend yourself, 
and focusing on the needs of the customer, you can resolve the problem faster and with less 
stress and confrontation. Better to say, “Let’s see what we can do about this problem”.  
Remember, the customer is not angry at you, they are angry at a situation – trying to fix the 
situation, will alleviate the stress, but defending the problem in a defensive matter will only 
escalate the anger of the customer and often make them angry at you directly. 
 

You Need to Talk to My Supervisor:  Customers often ask for things outside the scope of 
your work or authority – maybe even outside the services/products provided by BRT. While 
passing off these requests is a tempting option, it is better if you go directly to the Fleet 
Manager to find a solution and then relay the solution back to the customer.  You become a 
service hero for the customer and Boske Road Transport. Better to say, “Let me find that out 
for you”. 
 

You Want it by When?!:  Customers can sometimes make unrealistic demands, especially 
when it comes to time.  Your first reaction may be annoyance and you may want to make a 
snide or sarcastic comment.  The best approach is to hold off on displaying a negative 
attitude and making a poor impression.  Better to say, “I will call you right back after I find 
out if that is feasible” or even better, calling the Fleet Manager to find a solution prior to 
speaking to the customer. 
 

CONFLICT RESOLUTION 

At work, you're faced with difficult challenges, tight time constraints, and trying 
relationships. While managing everything on your to-do list and everyone you deal with, 
emotions can easily flare up and situations can become tense. Do you have the tools 
needed to maintain steady self-control in the face of confrontation, conflict, and change? 
 
 

Customer’s dissatisfaction  

Listen:  It is of primary importance when dealing with an unsatisfied or complaining 
customer to listen attentively to his/her complaint, gripe, frustration or grievance. Be 
patient, attentive, and friendly.  
 

Express you are sorry:  
‘We are sorry for this mistake/problem.”  
“We are terribly sorry for this inconvenience.”  
“How can we work to solve this problem together?”  
“I can imagine how frustrated you are.”  
 

Do not argue and do not interrupt:  Arguing and interrupting will only worsen the situation, 
especially if the customer is angry.  Let him/her speak before you try to discuss with him/her 
what has happened.  
 

Do not lose your self-control: If you stay relaxed, customers will calm down.  
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Point out facts:  Explain to the customer exactly your perception while sticking to the facts.  
For example, “I am sorry that your freight is 10 days late.  As a driver, I collected the freight 
this morning at 6am and made 3 deliveries before today.  I’m not sure of why your delivery 
has taken this long to get to you, would you like for me to contact dispatch to follow this up 
for you?”  
 

Admit the problem:  If you make a mistake, admit it.  It is much better to find out an issue 
immediate and rectify, than hiding it and finding out much later.   
 

Give the customer a “way back”:  Sometimes customers are wrong. You should let them 
leave with dignity, without feeling embarrassed.  
 

Do not question the customer’s correctness:  From the very beginning you should believe 
that the customer may be right. Always be open minded toward the customer’s opinion, 
make them feel they deserve to be listened to.  
 

Colleague Conflict 

It is all too easy for situations to become emotionally charged. One cross word, bad mood, 
or mishandled situation can damage a relationship deeply.  
 

Decide whether you want to confront the person who is bothering you.  It is usually better 
to air grievances in the open than to let them fester.  Do not walk in (or phone up), guns 
blazing, firing accusations and throwing around ‘you did this’, ‘you said that’, you will not 
get a pleasant response.  If you want to get somewhere, you need to be constructive.  Take 
your emotions out of it, and deal with the issue. 
 

 Speak to the other person calmly, politely and rationally. Focus on the situation and 
facts, avoiding gossip and personal attacks 

 Be careful not to express hostility in your posture, facial expression or tone. Be 
assertive without being aggressive 

 Listen to the other person carefully - What is he/she trying to say?  Be sure you 
understand their position 

 Express interest in what the other person is saying.  You can acknowledge their ideas 
without necessarily agreeing or submitting. Saying, "I understand that you feel this 
way. Here's how I feel..." acknowledges both positions 

 Communicate clearly what you want, offering positive suggestions and 
recommendations. Be willing to be flexible 

 Speak to BRT staff if a problem with a difficult person seriously threatens your work, 
but avoid whining 

 

TELEPHONE OPERATION 

 Make sure you know how to put customers on hold, transfer them etc.  

 Always have a pen and paper ready to record the caller’s details 

 When unable to answer your phone when driving, ensure your voicemail is activated 
(see ‘Voicemail’ for details) and ensure you respond as soon as practicable 

 Always answer the phone promptly, ideally within three rings 
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Friendly Voice  

Use a friendly tone on the phone - your voice represents the organisation.  
 

Answering the Phone  

Welcome the caller by saying:  

 Good morning/Good afternoon (Greet), Boske Road Transport, {Name} speaking 
(Introduce)  

 (Assist) Listening. 

 Identify and use the caller’s name 

 Concentrate on what the caller is saying 

 Don’t make assumptions or interrupt unnecessarily 
 

Take Action  

 Tell the caller what you intend to do to help them 

 Always look for positive solutions 

 Always provide alternatives and assistance for the customer 

 

Thank & Farewell  

Close the call by saying:  

 May I do anything else for you? (Finalise)  

 Thank you for calling (Positive closure)  

 Good bye (Farewell)  
 

Follow up  

 Make sure you keep the customer informed of any follow up action to be taken.  

 Make sure you complete any follow-up action for the customer.  

 If you have passed the enquiry on to someone else, ensure they complete the 
necessary follow-up action 

 

VOICEMAIL 

 Respond to voice mails within as soon as practicable 

 update your voice mail greeting, advising callers when you will be uncontactable for 
an extended period of time (1/2 day or longer), inform callers of when you will 
return and who they may contact with in your absence (if applicable) 

 

COMPLAINTS 

Responsiveness to complaints need to be dealt with quickly and treated courteously.  A 
complainant shall be:  

 Informed of timeframes for action 

 Provided with other pertinent information including the who you will be contacting 
and how (telephone or e-mail) 

 Kept informed of progress  

http://smartchurchmanagement.com/example-church-voicemail/
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Openness & Accessibility  

The complaints handling process will:  

 Provide relevant and simple information to customers about the complaint process 
including how, where and to whom to make complaints 

 Provide complaint mechanisms which are customer-friendly, flexible and simple to 
meet the needs of all customers 

 Ensure customers know their complaints are being treated seriously and, when 
appropriate, in the strictest confidence 

 

Monitoring & Review  

The complaints handling process shall:  

 Ensure appropriate and comprehensive recording of complaints and their outcomes 

 Be reviewed every 12 months (minimum) to improve customer and organisational 
outcomes 

 Provide appropriate monitoring and reporting against specific performance 
standards including analysis of complaints and the outcomes 

 

Continuous Improvement  

The complaints handling process will link to organisational improvement mechanisms within 
the service delivery area. 
 

Any complaints are to be referred to the following people: 

 Driver performance – Operations Manager – brtaccounts@boske.com.au 

 Health & Safety – Human Resources Manager – cw@boske.com.au 

 Contractual Obligations – Managing Director – rb@boske.com.au 

PH:  1300 130 110 

 
 
 

SERVICE STANDARDS AGREEMENT 

I have read and understand the above Service Standards.  I also understand that it is my 
responsibility to comply with the standards and that my performance appraisal will reflect 
my compliance. 
 
 
Employee Signature:   ______________    Date:   __________ 
 
 

 

 

mailto:brtaccounts@boske.com.au
mailto:cw@boske.com.au
mailto:rb@boske.com.au
http://thethrivingsmallbusiness.com/?p=90
http://smartchurchmanagement.com/example-church-performance-appraisal/

