Module 13


Module 13: Customer Service

	Purpose
	To provide the participants with the rationale and the process for developing a program for monitoring and improving customer service.



	Learning 
Objectives
	At the end of this module, participants will be able to:

· recognize the variety of laboratory customer groups;

· develop methods to measure customer satisfaction;

· discuss problems that may develop with customers;

· suggest solutions for customer service problems;

· discuss how quality management processes help the laboratory meet customer group needs and requirements.


	Topics 
Covered
	13-1  Overview of customer service

13-2  The laboratory clients—the customers
13-3  Assessing and monitoring customer satisfaction
13-4  Customer satisfaction surveys

13-5  Summary 



	Resources
Available
	Annex 13-A

Activity sheet 13-1

Activity sheet 13-2

Test questions
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