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Employees are expected to be polite, courteous, prompt, and attentive to every customer. 
When an employee encounters an uncomfortable situation that he or she does not feel 
capable of handling, a Program Director and/or Office Administrator should be called upon 
immediately. 
 

Ours is a service business and all of us must remember that the customer always comes 
first. Our customers ultimately pay all of our wages. Remember, while the customer is not 
always right, the customer is never wrong. Always remember that most of our direct 
customers are children, use proper language and positive comments. 
 

Through your conduct, show your desire to assist the customer in obtaining the help he or 
she needs. Customers are to be treated courteously and given proper attention at all times. 
Never regard a customer's question or concern as an interruption or an annoyance. You 
must respond to inquiries from customers, whether in person, by telephone or email, 
promptly and professionally and/or address them to the office. 
 

Never place a telephone caller on hold for an extended period of time. Direct incoming calls 
to the appropriate person and make sure the call is received. Always take the phone number 
and customers name if you cannot handle the call at the time and return the call in a prompt 
manner. 
  
All correspondence and documents, whether to customers or others, must be neatly 
prepared and error-free. Attention to accuracy and detail in all paperwork demonstrates your 
commitment to those with whom we do business. 
 

Never argue with a customer. If a problem develops or if a customer remains dissatisfied, 
take the name and phone number, note of problem and notify the Facility Manager. Never 
discuss internal Monarchs policy or rules with a customer. If needed, take the customers 
concern in the form of a “note” and report to the Office Administrator or Administration.  

 


