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CODE OF CONDUCT
CERTIFIED CUSTOMER SERVICE ADVISOR (CSA)

As a Certified Customer Service Advisor, I unconditionally agree to the following:

1. Honesty:  I will maintain 100% honesty with my customers.
2. Focus:  I will always place customer Service over Sales.

3. Respect:  I will respect my customers’ decisions and always strive for long term relationships.

4. No Surprises:  I will keep my customers informed at all times and provide every customer with a written time and cost estimate to sign.

5. Customer Comfort:  I will take complete ownership of my customers’ comfort.

6. Credit for own work:  I will ensure all CSA’s get honest and accurate credit for their own work by always placing my user ID on my work orders and by never taking credit for another CSA’s work.
7. Sales Techniques: I will only use ethical sales techniques avoiding pressure and other coercive methods.

8. Company Representative:  I understand that I am the foremost representative of the entire company in the customers’ eyes and as such will always represent the company well.

9. Example:  As CSA, I understand that I am inevitably an example to my coworkers and will, therefore, endeavor to always be a positive example.

10. Critical Procedures:  Among others, I agree to follow these procedures:

a. Window Sticker:  I will always place a new window sticker on my customers’ windshields if a Signature Service is performed.

b. Checkpoints:  I will always fill in all the checkpoints covered by the R.O.C.

c. JTSS:  I will always follow JTSS as outlined.
Name: _____________________________________________________

Signature: __________________________________________________      Date: 

Manager Verification: _________________________________________     Date:  ________________

Manager Instructions: Complete Form.  Keep a copy in the store’s employee file and provide the employee with a copy. The original will be sent in the bills bag with the CSA Promotion Form.

