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Recently I read an article by Geoff 
Nesnow explaining how driverless 
vehicles in the future will change 
everything about how we navigate 
transportation.

It got me thinking as I guide people 
through the maze of job opportunities 
available today. If there are driverless 
vehicles (trucks and cars) then we will 
not need long haul drivers, short haul 
drivers, taxi drivers, delivery drivers, 
auto repair facilities, parking facilities 
and the list goes on. If you are presently 
in one of these fields perhaps it is time 
now to consider a new vocation so that 
when the change occurs (they say in the 
next 10 to 20 years) you are ready with 
new skills.

If you would like to read more 
about Geoff’s thoughts just go to www.
geoffnesnow.com

Please let me know your thoughts – 
email me at sherry@dimension11.com if 
you are considering what you might be 
doing in the future and let me know what 
you might do.
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Sherry Knight is President & CEO of 
Dimension 11. Listen to Sherry every 
Wednesday, noon on CJTR 91.3FM (cjtr.
ca). To receive Knight Views in your 
inbox, send an email to
sherry@dimension11.com.
Comments and suggestions welcome.
Sherry’s on Twitter! Follow at:
www.twitter.com/SherryKnightD11

QUOTE
“Do what you do so well that they 
will want to see it again and bring 

their friends.“

Walt Disney

FIRST CLASS SERVICE

William is his name and he is in 
the Garden Area at Walmart. 

He is what exemplifies service! So 
impressive! William took us to the area 
of the store we needed – AFTER he had 
gone there to see that what we wanted 
was indeed there. He didn’t meander – he 
moved and moved fast being sure not to 
get in the way of other shoppers. Like 
them, he was on a mission; a mission to 
help us.

Before all this though, William took 
the time to find out exactly what it was 
we needed and how it would be used. 
He asked questions, “Where will this be 
used? How will it be used? Which size 
will best fit your needs?”

Service is something you can train 
for. However, some people just seem to 
have the “knack” for great service. Here 
are a few things to consider if you want 
to be one of the best customer service 
deliverers around:

 ♦ ASK, “How can I help you today?” If 
the individual says, “I don’t need help 
today.” you can respond with, “If there 
is something you need please feel free 
to come and get me.” That shows your 
interest in helping and yet not being in 
the customer’s face.

 ♦ SHOW a customer where something 
is rather than telling them where to 
go. It is amazing how many times 
customers don’t give accurate 

information so we do not know exactly 
where to send them and if you are 
wrong the customer can get grumpy 
having to now look for a new person 
for help.

 ♦ PROVIDE a Positive Solution – 
even if you cannot immediately provide 
the response the customer is looking 
for consider an alternative solution. 
For instance, “I can call another store 
and see if it could be delivered here 
for you tomorrow. Would that help?” 
or, “May I put you on hold while I find 
the right person for you to talk to so I 
am not connecting you to the wrong 
department or person?”

 ♦ EYE CONTACT is critical – look 
the customer in the eye. If they choose 
not to reciprocate that is up to them. 
You do what shows you are interested.

 ♦ SMILE – a picture is worth a 
thousand words – when you smile 
from ear to ear people have a tendency 
to feel you care about them and the 
problem they need solved.

 ♦ REMEMBER, the customer is 
ALWAYS right – in his or her own 
eyes, not necessarily yours.

Sometimes employees feel the 
customer is an interruption. It might help 
all of us to remember the only reason 
any company needs us is that others 
have problems that need solutions. No 
problem to be solved; no need for staff to 
provide customer service.

William knows his job depends on 
him helping people find solutions to their 
problems. And, his actions suggest he 
loves what he does. Providing excellent 
customer service provides a threefold 
success level – the customer is happy, 
the employer is happy and you go home 
at the end of the day feeling good you 
were of value to others. What will you 
add to your customer service processes 
tomorrow?


