Managing Programs for Quality: Customer Service 

Childcare and early childhood education establishments fulfill a basic need for many young families.  In many ways, we see customer service in such businesses to be something more than that of, say, the customer services of a department store or a in a mail order company.   Indeed, we see the ideally that the interaction in childcare and early childhood education institutions should be more like a surrogate traditional extended family.   

For example, in such establishments, customer service will ideally include:

· An intimacy with the parents arising from a shared caring for the children.  The parents should feel that they are leaving their children to the care of trusted and close family.  In such a setting, all staff need to be fully engaged and be carefully selected to have a commitment and interest in the vocation.  Certainly, handling and resolution of complaints need to be shared so that all staff need to take responsibility for a full solution.

· The values and concerns of the society are shared and communicated via the children and also directly to the parents, for example, shared celebrations of cultural differences.  Celebrations such as the various cultural holidays, and international days should be used to provide suitable exposure to the children as well as the parents.  Differences should be celebrated.

· The parents rely on the establishments for backup support and help with the care of the child, not just during care hours, but also during emergencies, or with regard to health and social issues.  Key moments of truth: the staff must be empowered to support beyond normal boundaries when the parents really need it; this is the essence of legendary customer service

· The parents have the chance to socialize and make connections with other parents of the same age and social status, with a common focus on their children.  For parents new to a particular neighborhood or society, this allows parents to quickly orientate.  In some cases, a childcare center can be the nexus of an information and service exchange network for the needs of parents; this can be particularly useful for expatriate communities in which networking and parent education events can also be organized.
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