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Customer service is a vital role in any
business, but what does a great customer
service staff member look like — what skills

and competencies should they have?

Here is a great list as a starting point:

Communication Skills

Ability to listen attentively, speak and write
clearly, and adjust communication style to
suit different customers.

Interpersonal Skills

Friendliness, patience, empathy and ability to
build rapport with customers. Remaining calm
and polite even when dealing with difficult
customers.
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Problem Solving

Gathering information to understand
issues from the customer's perspective
and coming up with effective solutions.

Product/Service Knowledge

Having an in-depth understanding of the
company's offerings to be able to answer
questions and meet customer needs.

Technical Aptitude

Skills to assist customers with the technical
aspects of products and services.
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Teamwork

Collaborating with team members and
other departments to ensure customers
get the help they need.

Organisation

Ability to juggle multiple tasks, prioritize urgent
issues and manage time effectively when
dealing with customers.

Attention to Detail

Carefully listening to customers and keeping
thorough records to avoid misunderstandings.
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Stress Managem
Remaining composed under pressure and

managing frustration when dealing with
angry customers.

Enthusiasm

Having a positive attitude and bringing energy
when interacting with customers.

Approachability / interest

Is polite, friendly, positives and actively helps
customers.
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Here is a sample competency, have you
narrowed down your list and written the
write competencies for staff to follow?
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