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9. Relationship management in construction
Worksheet 7: Customer service (tutor) 

1. Briefly explain the principles of good customer service. 
Customer service is key in the construction industry as there is a lot of reliance on reputation and working relationships. Principles of customer service include product knowledge, trust, problem solving, meeting deadlines, etc.

2. Suggest three benefits of good customer service. 
Higher profitability 
Repeat business 
Potential new clients and contracts 
Increased employee satisfaction 

3. Explain the possible impacts of poor customer service. 
Loss of future work, damaged reputation, poor working relationships, low employee 
satisfaction.

4. Describe the importance of communication in relation to customer service.
Good communication skills will help you build good working relationships with customers in a way that reflects positively on the company and will keep customers happy with the service they are receiving – meaning more chance of return business. 
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