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OPERATIONS / CUSTOMER SERVICE

The details thal sef
companies apark
¥ ALYSEOM AUSTIN

wirh the recent downturn of
the 1).5. economy, THany m
the homebuilding induastry
* are falling oo hard times
and fmding it difficalt to
attract new custommers. All
" homebuilders face similar
challenpes in selling, building,
. delwvering and gervicing
hames. Especially in today's
housitig marhet, homebuilders
st work harder than ever
hefare towncover ways bo st
their rompany apart from the
competition.
Herc wt 2xamind 5Hme
of the commonalites shared
by hamebuilders across the
* mation, and explore new ways
' toattract and retam customers
that will keep businesses vital,
i ¢yen through historic lows in
, the industry.

THE CHAMGING FACE OF
CLUSTOMER SERVICE

Unti] recently, many builders
equated tustemer service

| with simple warranty repairs.
(e simple way Lo stand

put from the crowd is to
impleTnent strategic custamer
service goals. These imtiatives
i effectively differentiate

HOME-
BUILDERS

' MUST WOF K
HARDER

. THAN EVER
' BEFORE 1C

. UNCOVER

' WAYS TG SET
. THEIR COM-
. PANY APART
FROM THE
COMPFT TION
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Do et awe S5FEtEQIL TUBLOMED SErnne Guals ia diflerenciale
. wou fram other Fomedsldes s

cugtomer expetiences from
one homebuilder to another

" Tarrics within the realm af

cuskotner service initlalives
can run the gamut from buyer
satisfaction programs io brand
and reputabivn TLmTEnande.
When homelbulders step

+ putof the box to infuse fresh

thinking into the ways they
service their customers, the
end resuli 15 not just the
provision of superb rustemer
sepvice, but ran abso be the

_ defining point that leads a

e —=

cusiomer ta repeat business.
Brlawr are sevoral Lips

to keep in mind when

implermenting a customer

SECYICE pTOErAIN,

+ Service Leaderahip &
Aligning Expectatione [t's
important thar all ecmployees
SUpPATE TIeW CUSTOITEE
service poals and messages.
Empluypees ranging frem the

CEO of the company w the
front-desk recepf onist are
equally essential m making
the company's inkiatives
successtul

» Giving the Keys to the
Dwoer Determin ¢ which
responsibiities 4v the
homebuilder's apd which are

" the Homemwners Assaciation’s
© duties. Make sui: homeowriers

are aware that o ce keys arc
exnchanged, any lsues that
arise are ta be hpndled by the
homebulders oo SLOmcE care o

. service department.

s Warranty Service Make
sure there is an amiscakable
understanding bf all warranty
service and obligations, with

_ every custamoer, every lime. B
 aware of seyvicd time statutes,

and be honest and Forthright in
all dealings withi rugamers in
this regard.

y Construction Defert
Legislation Hoanelbuilders
musk protect their connpanies
by understanding currena Taws
and imperndimy [egislation
that may affect hornebnieders
One sall overssght can often
spell the differenies hetween

a company’s succrss and
duwnifall

v Get Fare-To-Face with
Customers Realize that

the velatinshin binween
custornets and budders
ahould be Ling term.

Edwcate ¢ustomier - alwut

thu beanchuildiag prowess to
decrease the appurtunity for
roiswiderstandinps. Go above
antd beyond duriog every time
for client fare-tume, and tarn
hormehuyers into “supét fans.”

Homelunlders are abbe ta
create 4 coempetative edpe by
provuling a higher 1abiber of
everyday CLElUmMEY SETVEE.
Ofering posre dotal and
care will mat oely ersure
custemets Lo return but ran
help lraild upon the company’s
TEpHARAtLOTL

For muoee infoematinn
velated to rhe hmebuilding
and Lght censtruction
indestry and U0 lrvine
Extension's Certificate
Peagram in Light
Conslonction and Developreent
sanagetnent, please visit
extensien. ul edu or
conlact Maney Salzman at
945 824 5524,
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