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	Brief
	Professional conduct separates employees from those of our competitors who merely “Work for wages”. Professional conduct includes the willingness to do the best job possible to give our customer the best possible service.

All employees interacting with customers leave an impression of SMSA with the customer. We must ensure that this is a positive experience every time. 

Therefore, employees are responsible for exhibiting professional conduct every time they interact with a customer.

	Purpose
	To provide guidelines for the conduct of employees when dealing with customers.

	Responsibilities
	All employees interacting with customers.

	Guidelines


	Quality
How this is demonstrated
Show professional conduct
 
 
· Demonstrate pride in your profession 

· Have a positive outlook 

· Be a good listener 

· Answer every question helpfully 

· Be courteous 
· Be helpful 

· Know your customer’s business, the contact’s name and responsibilities, and who makes the decisions 

· Care about customers and show sincere interest in their problems 

· Do not argue with the customer 

· Furnish supplies without being asked 

· Use creativity to apply service to a customer’s problems 

· Suggest solutions 

· Support management 

· Develop team work 

· Say “Thank you” 

Provide superior service to Customers
 
 
· Treat each package / document / conversation as the most important one 

· Meet pickup and delivery standards 

· Route each package or document to its proper destination 

· Be sure that customer errors do not cause service failures 

Protect Company assets
 
· Safeguard your vehicle and equipment 

· Work and drive safely 

· Use approved methods for handling and securing all packages and documents 

· Report accidents or incidents immediately 

Quality

How this is demonstrated
Maintain the Company’s effectiveness and reputation
 
· Complete all paperwork honestly and accurately 

· Maintain a competent professional image 

· Be reliable in reporting to work 

· Work as part of the team 

· Report any situation that threatens the well-being of yourself, your fellow employees or the company to your manager 

· Build rapport with customers 

· Report any suspicious activity to your manager 

Build volume 
· Notice competitor labels, packages, supplies, and trucks and advise your manager or Sales Executive of business opportunities 

· Listen when a customer compares our prices and services to those of a competitor and advise your manager or Sales Executive 

· Be aware of accounts that “I used to” pick up and advise your manager or Sales Executive 

· Keep a lookout for new companies and advise your manager or Sales Executive 

Know Features of Service and benefits

· Know the objectives of selling 

· Be aware that customers buy products to: 

· Make money
· Save money
· Save time
· Enhance their products
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