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Introduction 
This Front Line Staff and Reception Service Agreement describes the protocols and procedures we have 
in place at CUSTOMIZER: Insert formal Company Name for front line and reception staff, to ensure that 
the duties and protocols of the job are clearly understood and that the customer experience is the best 
it can be.  

Our Customer Service Philosophy 
We are a customer-centric company and we strive for customer service excellence. We want our 
customers, prospects, external stakeholders, and visitors to come away feeling good about us and to 
have a positive experience. 

For this reason, we have high standards for our front line staff and reception staff, since these 
individuals are often the first point of contact for customers, prospects, external stakeholders, and 
visitors.  We need to ensure not only that the first impression is a good one, but also that all subsequent 
contact remains at the highest standard.  

We take customer service seriously and we ‘walk the talk’.  Subsequently, the protocols and practices 
discussed in this Agreement are ‘must-haves’ and not ‘nice-to-haves’.   

To succeed in the Company, it’s essential that your customer service philosophy aligns with ours.   

If you feel that the guidelines are too onerous or restrictive, then you may not be a fit for us.  These 
practices are a fundamental part of front line staff and reception staff duties and performance 
standards.  You will be reviewed on these success factors. 

If we’re aligned, we look forward to working with you to provide the people with whom we come into 
contact the best experience possible – and to rewarding you when you consistently meet and exceed 
expectations.  

Critical Thinking 

While this Agreement provides CUSTOMIZER: Insert Company Name’s core guidelines for providing 
exceptional customer service, we also believe it essential that front line staff and reception staff are 
empowered with a certain level of authority.  It’s inefficient and frustrating if you have to check with 
management before making every little decision about situations that are not covered in this document.  

We believe that your ability to think critically is just as important as your ability and willingness to 
adhere to these guidelines.   
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Obtaining Stakeholder Feedback About Your Performance 

To better understand the service levels we provide to the people with whom we come into contact, and 
to make regular adjustments to ensure that we provide the best possible customer experience, we 
regularly survey external stakeholders to obtain feedback.  

This feedback is also used as input into your performance review, to address any areas of concern and to 
encourage you to keep doing what you do well!  Click here to view the survey sent to stakeholders.    

Our Customer Service Guidelines & Protocols 

General  

1. Front line staff and reception staff who deal with the public are expected to dress neatly and 
professionally. 

2. Outside of breaks and lunch, USE OF MOBILE DEVICES (INCLUDING BUT NOT LIMITED TO CELL 
PHONES, SMART PHONES, AND TABLETS) FOR TEXTING OR ANY OTHER ELECTRONIC CHAT 
FUNCTION, PERSONAL CONVERSATIONS, INTERNET ACCESS, OR ANY OTHER PERSONAL 
PURPOSE IS NOT ALLOWED UNDER ANY CIRCUMSTANCES unless it is an urgent matter.  It is 
not in the Company or the customer’s best interest for our staff to use their mobile devices 
while at work.  Your mobile device must never be used, displayed, or make sounds during 
working hours.   

3. If someone needs to get in touch with you for an urgent matter, they are welcome to call the 
main switchboard at any time.  If they cannot get hold of anyone, they are welcome to call 
CUSTOMIZER Example: the President and CEO, on their cell phone: CUSTOMIZER: Insert cell 
phone number and they will be happy to pass on the message immediately.  

4. Outside of lunch and breaks, PERSONAL USE OF COMPANY COMPUTERS, INTERNET, OR ANY 
OTHER COMPANY EQUIPMENT IS NOT ALLOWED UNDER ANY CIRCUMSTANCES.  It is not in the 
Company or the customer’s best interest for our staff to be working on personal matters while 
at work. 

5. The presence of chewing gum should not be known by others. 

Dealing with Walk-In Visitors 

6. Acknowledge and welcome a visitor or customer as soon as you can.  Even if you are on the 
phone, make eye contact, smile, and try to communicate non-verbally that you are aware they 
are there and you will be right with them.  

7. When greeting a customer, or answering the phone, always, always smile and warmly say 
“hello”.  Try to find an anchor point to make a conversation connection.  If you cannot find an 
anchor point, it’s best not to fake it.  Disingenuous conversation or small talk can be a turn off PR
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for some customers and it may be best to keep it professional.  Use your judgment, but the 
default is always to warmly ask them “How can I help you today?”     

8. Be friendly, professional, and calm at all times – and smile!  We want customers to feel good 
when they are dealing with us.  Your attitude is important.  It says a lot about the Company and 
largely determines whether the person in front of us will become a repeat customer.   

9. Even if you are having a bad day, it is your job is to ensure that customers are not aware of it 
and are dealt with in a positive manner at all times.  Customers prefer not to hear about or feel 
negative energy from us.  Sharing negative feelings or situations with customers is not 
appropriate.  If you need to speak with someone about your bad day or if you are feeling 
overwhelmed, you are always welcome to speak with your manager once you are no longer 
dealing with a customer.   

10. You are expected to be polite and respectful to customers at all times.  If you are not familiar 
with a particular customer, or if the customer is of an older generation, refer to them as Mr. 
XXX, Mrs. XXX, Miss XXX, Sir, or Ma’am, as appropriate.  Use your judgment about whether 
using their first name is appropriate. 

11. Customers really appreciate it if you remember their names.  It makes them feel important and 
memorable when you reference their name when you first see them: “Hello Mrs. Smith, nice to 
see you.  How are you doing today?”   

12. Offer the customer a beverage, or invite them to serve themselves.  

13. Invite the customer to have a seat and point out the magazines and brochures.  Let them know 
that they will be seen shortly.  For example, “Someone will be with you in five minutes.” 

14. Manage the customer’s expectations.  If their appointment is delayed due to a backlog, advise 
the customer of the delay as soon as they arrive so that they know how long they will be 
waiting.  

15. It is usually not appropriate to have a personal conversation with a co-worker in front of a 
customer, but it is never appropriate to continue a personal conversation when a customer is 
waiting to be served.  End the conversation as soon as you can and tend to the customer.  

16. It is never appropriate to have a phone conversation of a personal nature in front of a customer, 
or to disconnect from a personal phone conversation when a customer arrives (e.g. “I’ll call you 
back.”)  This may make the customer feel as though they are interrupting you at a bad time.  

Unless it is an emergency, making or receiving personal phone calls while at work – and 
particularly in the presence of a customer – is not permitted.  (See #2) 

17. It is usually not appropriate to continue working on a non-critical task when a customer is 
waiting to be served.  Serving the customer is always the priority.  Make a note of the task and 
tend to the customer’s needs as soon as possible.  

18. Give the customer your undivided attention.  This makes them feel special and attended to, and 
shows you care about them.  
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19. When you are dealing with a customer, be sure to make eye contact.  This reinforces that you 
are paying attention to them and makes sure that they hear what you have to say. 

20. Go the extra mile.  When dealing with a customer, do what you can to provide a positive 
experience.  Exceed their expectations.  For example: 

• CUSTOMIZER: Insert appropriate specific examples here for your company. 

• CUSTOMIZER Example: Help carry an elderly customer’s bags out to their car, or arrange for 
someone to do this for them. 

• CUSTOMIZER Example: Ask if they have transportation or if they would like you to call a 
cab. 

21. When faced with multiple customers at one time, let them know you will be right with them.  If 
you are helping a customer and have several others waiting, advise them that you will be with 
them as soon as possible and apologize for the wait time.  Avoid coming across as 
overwhelmed, stressed, or frustrated.  Customers will understand if there is a backlog and will 
be compassionate if you acknowledge their presence.  

22. If you tell a customer that you are going to do something, it is not acceptable – under any 
circumstances – to not follow through.  If circumstances change, the customer must be advised.  

23. If a customer is disappointed with your answer or with our policies, try to offer them an 
alternate solution.  

24. If you make a mistake, own it.  Avoid being defensive or covering your tracks.  Honesty is always 
the best policy and the customer will appreciate it.  

Go beyond to fix the error.  Depending on the situation, you are welcome to offer the customer 
CUSTOMIZER: Insert gift or 'free stuff', as appropriate for your company to compensate for an 
error.  

25. If a customer becomes offensive or disrespectful or begins to raise their voice, calmly tell them 
that you understand their frustration, and that the situation will need to be escalated to 
another senior member of staff.  Do not engage in dialogue with an irate person.  We do not 
expect you to accept any type of bullying or harassment, under any circumstances.   

Front Desk & Reception 

26. Someone must be present at the front desk at all times to greet visitors. 

27. The front desk area must be neat and tidy at all times.   

28. At least CUSTOMIZER Example: 10 Company brochures and CUSTOMIZER: Insert appropriate 
collateral for the front reception area must be available in the waiting area at any given time.  

29. At least CUSTOMIZER Example: 5 current magazines must be available in the waiting area at any 
given time.  

30. The self-serve beverage area must be stocked at all times.  PR
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31. Even if times are slow or you have finished all your work, it’s good practice to find something to 
do or offer to help co-workers.   

Privacy & Discretion 

32. Sharing information about another customer is never appropriate – even if the customer’s 
name is not mentioned.  The customer does not want to feel that you may in turn be sharing 
information about them to others.  

33. Use discretion when talking about a customer’s private or personal information, including credit 
card numbers and addresses or phone numbers.  This is applicable during phone or in-person 
transactions.  

34. If other people are in the waiting area when you are serving a customer, it may be appropriate 
to ask the customer to write down the information on a piece of paper to eliminate the risk of 
being overheard.   

35. Use discretion with items that are in plain view on your desk.  If a customer or other external 
stakeholder approaches your work area, they should not be able to see or read any information 
about another customer.  This includes securing items that are often overlooked, such as a 
closed customer file folder where the customer’s name is displayed on the folder’s tab.  Persons 
external to the Company are not to know the name of our customers.  

36. We are what we say.  If we talk badly about our customers behind their backs, it will be evident 
in our culture.  Talking disparagingly about a customer is never appropriate, no matter how 
frustrating or demanding you feel a customer may be.    

Phone  

37. All phone calls must be answered.  Only under exceptional circumstances should the call go to 
voicemail.  

38. If you have to be away from your desk, phone calls must be transferred to CUSTOMIZER: Insert 
location. 

39. Phone calls must be answered within 3 rings, but ideally within 2 rings.  

40. If you are already on the phone with someone, politely ask the current caller if you can put them 
on hold and tend to the new caller.  Then ask the new caller if you can put them on hold or call 
them back.  Avoid leaving any caller on hold for longer than 1 minute.  

41. Smile when you answer the phone.  Smiling completely changes the tone of your voice to one 
that is genuinely warm and friendly.  

42. All voice messages must be responded to within the same business day and dealt with before 
closing time. 
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Music 

43. We’ve all been on hold or in a store where the music makes us want to pull our hair out – or 
worse – hang up or leave!  We cannot guess everyone’s taste in music, so it’s best to play 
generic calming music or a news feed.  Once a month, the on-hold music should be tested to 
ensure that the volume is appropriate for the phone.   

Email  

44. Our general email Inbox must be checked every hour. 

45. EVERY email must be dealt with and responded to within a half day, and absolutely no later 
than the same business day.  All emails in the Inbox must be responded to before closing time.  

46. Email folders in the email Inbox must be organized such that any staff member can easily and 
clearly determine what emails have been dealt with.  Only emails that have not been dealt with 
are to appear in the general Inbox.  

47. It is absolutely unacceptable for an email to receive no response.  
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Acknowledgement 
1. I acknowledge that it is my responsibility to read, understand, and abide by the protocols and 

procedures outlined in this Agreement entered into with CUSTOMIZER: Insert Formal Company 
Name .  

2. I am aware that if I do not understand any of the information in this Agreement, or parts of this 
Agreement, I can discuss any questions I may have with CUSTOMIZER:  Insert Contact title (not 
name) prior to returning this signed Agreement.  

3. I understand that I will be measured against adherence to the protocols and procedures 
outlined in this Agreement.  

4. I understand that disciplinary measures or termination of my employment may result from 
failure to adhere the protocols and procedures outlined in this Agreement.  

INSERT: EMPLOYEE NAME  

Name  Current Title  

Phone  Email  

Employee Signature                                                                Date       
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