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VOCABULARY

         

At the heart of every printing company is the customer service staff – 
the people who interact every day with customers. What makes a good 
customer service representative (CSR)? Is it cheerfulness? A pleasant 

personality? The point of view that the customer is always right? 

Here’s our take on the question: we believe a good customer service 
representative has personal accountability. Personal accountability 

means the CSR has the ability and has been given the authority 
to take action when needed. A good CSR offers suggestions and 

alternatives, speaks up if what the customer has asked for will 
increase cost or turnaround time, and manages the printing project to 

ensure on time delivery. Personal accountability is the natural outcome 
when a CSR has strong communication skills and a natural tendency 

to be detail-oriented. 

A good CSR has been trained to listen closely to the customer, write 
up the job accurately, order any required special materials, and 

provide a checklist with due dates of inputs due from the customer. 
At Paw Print & Mail, we provide our CSRs with a written job 

description clearly explaining the duties and responsibilities of the 
position, and we conduct an annual performance review that includes 

eight areas of evaluation. We provide tools and continuous training 
for technical skills.

If you’re not experiencing top-level customer service, give us a try. 
You won’t be disappointed.

Choosing a Printer
So how should a business or organization select its print 
provider? Traditionally, the answer has been to start with the 
equipment list, to be sure the printing company’s production 
capability and capacity is a match for the kind of printing 
the business uses. While this is certainly important and does 
have an effect on pricing, outcome and turnaround time, we 
think there other considerations that are just as important for 
determining whether a printing company is a good fit with a 
business or organization:

	 •	 Does the printer offer a full range of services that use both 		
		  traditional and new media tools to support marketing and  
		  communications activities?

	 •	 Is the printer a reliable source of information on printing and  
		  printing-related topics?

	 •	 Does the printer consistently meet agreed-upon delivery dates?

	 •	 Is the amount on the invoice what you expected? If you ask for 		
		  an explanation, is one provided promptly? Is it plausible?

	 •	 Is it easy to place an order? Can you order at your convenience,
		  even if not during regular business hours? Do you receive a 		
		  prompt acknowledgment of the order and a firm promise date?

	 •	 If you submit files, do you receive prompt acknowledgment
		  of their receipt and confirmation that they are suitable for the job 	
		  at hand? If there is a problem with a file, are you given options 		
		  and enough time to make the decision?

	 •	 When you request a quotation, do you receive it promptly
		  and in writing? Does it have enough detail so you know the 		
		  quotation is based on the correct specifications?

	 •	 If initiating a new project, does the customer service staff ask 		
		  probing questions? Do you receive appropriate suggestions for 		
		  improving the project?

	 •	 If you are providing inputs (such as photographs, text, files or 		
		  postage deposit), are you given interim due dates for submitting 		
		  these items?

Our Promise To You
We have built our business around the idea that we are in a 
partnership with our customers. We’ve worked hard to develop our 
professionalism and to keep evolving the list of products and services 
we offer our customers. As a result, we make this promise:

		  When you do business with Paw Print & Mail, you can expect a 
 		  level of service that meets or exceeds that of your current  
		  printing company. And if you qualify as one of our major  
		  accounts, you will have access to more – online ordering of items 	
		  you use frequently, an assigned customer service representative, 
 		  and periodic check-in visits by the owner, Tom Brassard, to 		
		  discuss your business communications, branding, and marketing  
		  goals and challenges.

Thank you for considering us for your printing and printing-related
needs. We’re ready when you need us.

Being a small business owner, I’m a big Buy Local advocate and buy 
locally first when I can. But I also agree with the message in Thomas 
Friedman’s book The World is Flat, and accept that we exist in a global 
economy and that buying locally will continue to be challenged by 
brilliant internet marketers like Amazon. So…here’s my story.

Last fall I upgraded my original Kindle to the new Kindle Fire HD. 
Over time I noticed that the battery charge didn't last anywhere near the 
“up to 11 hours” feature of the device, so I explored the Amazon site 
to troubleshoot. What I found in the tech support area of the site were 
three options for support: email, live phone chat and phone support.
What blew me away was that the “phone support” option was actually 
“recommended” and that I should expect a return call within five minutes! 
But wait a minute… isn’t this an online company, and isn’t the “phone” 
the antithesis of an online business’s model? I chose the phone option 
and no sooner clicked “submit” when my phone rang. “Hello”…an 
automated attendant informs me that a representative will be with me 
in less than 2 minutes. So far so good. Sure enough, a man named 
Jesse greets me and asks a few questions, then suggests I try their 
super-duper PowerFast charger and cable; and that if this doesn’t work, 
Amazon will replace the Kindle with a new one. I receive the charger 
and cord two days later at no charge. I’m a little impressed at this point.

Two days pass and I receive a phone call from Jesse asking if I received 
the charger and cord and if they appear to have solved the problem 
with the battery. I tell him that the Kindle is charging fully and better 
than before but that I hadn’t really used the device much in the past 
couple of days to really know if the batter life has improved. It’s Friday 
and he says he’ll call again Sunday evening to check back in… which, 
true to his word, he does. I tell him the battery appears to be holding 
a charge better than before but I’ll need some more time and use to 
determine for sure. He agrees and asks if he can check back in after a 
month, reminding me that if the problem isn’t fixed, he’ll replace my 
Kindle with a new one. Wow. By now I’m more than a little impressed.

In my mind, this is a game-changer. This experience transforms 
Amazon.com from a place to conveniently buy everything from 
bandages to electronics at low prices, to resemble what I’d expect from 
a good local buying experience. To actually speak with a real person – 
and the same person – by name is comforting and good business. This 
creates Raving Fans and defines great marketing – getting someone 
with a need to know, like and trust you.  This is also the strongest 
form of branding a business can build – delivering what they promise. 
Amazon.com knows that  people do business with people. I also 
believe this level of service holds local sellers more accountable for 
extending excellent customer service every time; because if this is any 
indication of an emerging trend, the bar has just been raised… 
and that’s a good thing. Competition makes us better.

the IDEA corner

My Kudos To…
AAs: an abbreviation for author’s alterations. Refers to changes 
made after a print ready file has been submitted. Printers charge
for making AAs.

Basis Weight: the weight in pounds of one ream (500 sheets) of 
paper cut to a given standard size for its grade. For example, 500 
sheets of 23”x35” of 20-lb. bond paper weighs 20 lbs. Basis weight 
is not a measure of stock thickness.

CMYK: an acronym for cyan, magenta, yellow and black, the four 
colors used to print in full color.

Color Fidelity: the extent to which a full color printed piece  
reproduces the intended color.

Estimate: a price stating what a job is likely to cost, but not considered 
a binding price. Estimates are provided when specifications are not 
yet firm.

ISO: an acronym for International Organization for Standardization.

PDF: an acronym for Portable Document Format, the de facto  
standard for sharing files. In 2002, responsibility for maintaining 
PDF standards was transferred from Adobe to the International
Organization for Standardization (ISO).

PMS: an acronym for Pantone Matching System, a system for
standardizing color matching used in the printing industry.

Print Ready: a file that is ready for raster image processing.  
The digital equivalent of camera ready.

Quotation: the price offered to produce the job. Quotes are binding 
unless specifications change.

RGB: an acronym for red, green and blue, the colors used in  
computer monitors and digital inkjet and toner-based printers.

Specifications: an explicit set of requirements to be satisfied by a 
material, product, or service. Printing specifications can be stated 
in words or can be given in technical shorthand.

Tips & Tricks
One of the tasks our customer service representative Lauren 
Mumley faces is listening closely to the way you place an order 
for an item that is being printed for the first time. You may be 
struggling with how to describe what you need, and so may 
explain it to Lauren by giving printing specifications – how many 
ink colors, the paper to use, the finished size, etc. While this may 

seem like a good starting point, in fact it may be cutting you off 
from other good options.

A better way is to begin by briefly describing the function the 
printed piece and its intended audience. Though we trained 
Lauren to probe, even they can be misled by a confident-sounding 
customer who provides specifications. Let us share our printing 
knowledge and observations about current trends to help you get 
the perfect printed product for your application.
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