
We can interact with customers regardless of their location, and we 

have the necessary information to answer their queries regardless of 

our location.

We’re able to capture customer information regardless of where we 

interact with them.

Our customer information feeds into a single source of information, 

accessible via a central dashboard.

When addressing customer problems or enquiries, we can generally 

access all the information we need in a single screen.

We streamline and personalise customer communications via 

marketing automation and easy-to-segment contacts.

Your technology will play 
a critical role in solving 
customer problems 
quickly and at scale, 
without sacrificing a 
personal touch. 

Checklist: Ensure empathic 
customer service from anywhere

TechnologyTip:

If you checked fewer than 4-5, download the CRM 
Handbook to find out how a CRM can help.

https://www.salesforce.com/au/form/conf/crm-handbook/
https://www.salesforce.com/au/form/conf/crm-handbook/
https://www.salesforce.com/au/form/conf/crm-handbook/
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http://


We prioritise customer relationships over one-time transactions 

whenever possible.

We have a clear understanding of our company’s vision, making it 

easier to know where we should offer customers greater flexibility.

We regularly use our customer data to understand how we should 

adapt our policies, products or services.

We have calculated how much flexibility we can offer customers 

(e.g. deferred payments or waived cancellation fees) without 

jeopardising our cash flow, legal obligations or long-term viability.

According to the 4th 
edition of State of Service, 
85% of service teams in 
ANZ say they’ve changed 
policies to provide more 
flexibility to customers.

Checklist: Ensure empathic 
customer service from anywhere

PoliciesTip:

If you checked fewer than 3-4, download the Small Business 
Growth Toolkit for planning tools that can help you clarify 
your vision and the boundaries you’ll need to achieve it. 

https://www.salesforce.com/au/form/conf/crm-handbook/
https://www.salesforce.com/au/form/conf/smb/small-business-growth-kit/?d=cta-header-12
https://www.salesforce.com/au/form/conf/smb/small-business-growth-kit/?d=cta-header-12


We have documented and communicated clear guidelines on how 

much flexibility we can offer customers and whether there are any 

limits or conditions for this flexibility (e.g. length of relationship).

Those of us serving customers know how to use our company’s 

platforms and tools to capture and access customer information.

Our team feels comfortable using any new channels we’ve introduced 

to reach and respond to customers.

Our team feels equipped and trained to work remotely if we need to.

Ultimately, your people 
are at the heart of your 
business’s ability to 
respond with empathy 
and flexibility.

Checklist: Ensure empathic 
customer service from anywhere

PeopleTip:

If you checked fewer than 3-4, head to work.com for 
guidance on remote work or Trailhead, our free online 
learning platform.

https://www.salesforce.com/au/form/conf/crm-handbook/
https://www.salesforce.com/au/work/
https://trailhead.salesforce.com/en/home
https://trailhead.salesforce.com/en/home
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