
	
 

CUSTOMER SERVICE FOR SOCIAL CHANGE: KEY TAKE-AWAYS 
 

What is social change?  
Social change describes a significant and sustained transformation in societal behavior 

patterns & cultural norms. 
 
* 

 
Personal Transformation leads to social change. Here’s how:  

 

 
 
 

Three Rules for Customer Interactions that Create Personal Transformations  
(adapted from ZingTrain) 

 
 
The 10 – 4 Rule: 

• If any person is within 10 feet of you, make eye contact and smile   
• If any person is within 4 feet of you, make eye contact, smile, and verbally acknowledge them 

 
Three Steps for all Customer Interactions: 

1. Find out what the customer wants 
2. Get it for them 
3. Go the extra mile 

 
Four Steps to Resolve Customer Complaints & Transform Angry Customers into Advocates: 

1. Acknowledge the complaint and the emotion it created 
2. Apologize sincerely 
3. Offer to solve the problem 
4. Thank them for sharing the complaint. 

 

Exposure to new
ideas/info

“Surprise & Move”

Personal 
experience

“Firsts”

Personal behavior 
change

“Point of No 
Return”

Sharing the Story

“How I changed”


