Ethics and
Responsible Practice
in Customer Service /_~

® Ethics: standards for honest, fair, respectful service
® Trust drives loyalty, forgiveness, and recommendations
® Ethicsis a performance driver, not a checklist

® Training arc: dilemmas, frameworks, communication,
privacy, coaching
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Why Ethics Is a Business Result, Not Just a Value

- Unethical service risks
retention, word of mouth,
and employee engagement

- Perceived honesty and
fairness drive satisfaction
and trust

- One viral complaint can
undo years of marketing
investment

- Compliance protects the
company; ethics protects
the relationship



Core Ethical Principles for
Customer-Facing Teams

HONESTY FAIRNESS RESPECT ACCOUNTABILITY CONFIDENTIALITY
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® Honesty, fairness, respect, accountability, confidentiality

* Give accurate info, apply policies without bias
® Preserve dignity, own mistakes, protect data

® Golden Rule and public-review test as checks

¢ Policies guide judgment, not rigid rule-following



Recognizing Ethical Dilemmas

Before They Escalate

angry customers, strict sales
targets, unclear policies,

ok e Common pressure points: ‘\
< ‘ DAILY SITUATIONS

ETHICAL
DILEMMA

social media

precedent

® Ask: Is this exception RED FLAGS
SPOTTED ---p &

defensible for every EARLY

® Flags: hidden fees, broken
promises, selective
enforcement, unfair
@ similar customer?
e Early discussion: escalate

gg dilemmas, not personal

failures




A Practical Decision Framework for Responsible Choices

* Run four-question
check: honest, fair,
respectful, public-
review ready

« Balance customer
need against policy,
legal risk, long-term
reputation

) @

» Escalate on large
impact, significant
harm, legal terms,
outside authority

* Document
decisions: what
was offered, why,
and who decided




Responsible Communication
Under Pressure

- Use clear, truthful language;
no fine-print surprises or overpromising

- Set realistic expectations up front
for timelines and outcomes

- Acknowledge concrete losses
before discussing solutions

- Offer workable alternatives
and own the path forward

- Apologize directly; name one
person to own the follow-up




Customer Privacy and Responsible Data Use

- Access only needed data:
E o account details, purchase history,
payment references

) Account Details

"B Purchase History

o) - Verify identity before sharing
< account information

- Payment References

= use refusal scripts for
unauthorized callers

N - Apply least privilege: no copying
t sensitive data into unapproved tools
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- Document authentication steps; &
o

o
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- Protect recordings, transcripts,
o and CRM notes; report

social-engineering attempts




| When Targets and Pressure
Pull People Off Course

e Unrealistic targets and high-stakes
bonuses trigger ethical fading and
rationalized shortcuts.

TARGET : ETHICAL
ey LINE s BOUNDARY
e Ethical failures often come from > Ty g i

systems, not just individual bad intent.

e Watch for fear-based coaching,
internal competition, and
normalized rule-bending.

e Managers: ask how results were
achieved, not just whether the
number was hit.




Frontline Scenarios: Support, Returns,

and Tricky Requests

® Run 5-7 realistic scenarios

across support, returns, Before the After the
billing dispute, and Four-Question Check Four-Question Check
social media |
‘ A customer asks for a policy The same situation, approached
e Apply the sequence: name | except'lon .that doesn’t clearly meet with a fstructured ethical
| the guidelines. reasoning process.

the dilemma, use the four-

question check, choose, j —
document - p— =

D
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® Assigning observer roles

focuses feedback on ethical
reasoning, not just tone
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® Cover vulnerable customers,

privacy issues, and @

Names the dilemma

Unclear dilemma {

exceptions that set
precedent |

Weighs options informally

) Chooses thoughtfully

and documentation

'Q Uses the four-question check
| ..C"
@ Decision may lack consistency s

® Manager prompts explore
reasoning, not a single
“correct” answer

Documents the decision



Role-Play Practice and Peer Feedback

- Structured role-play
rehearses recognition,
communication, and
documentation

oQo - Assign roles: agent,
ale) customer, observer,
and manager coach
- Peer feedback focuses
on ethical reasoning,
not just tone
- Debrief: What dilemma
appeared? Which
principle was at stake?

---J| FEEDBACK
LOOP

MANAGER
COACH




@ Coaching Frontline Teams on Ethical Decisions

moments, not just QA Custoies
score failures o

&% Can you make an exception for me
this time and wave the fee?

* Specific feedback:

process, not only
the outcome

reasoning behind

i ?
choosing that response? | shalE dscisioh,

J
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Coach Reinforce Judgment

Great job. You upheld our policy @——— | Acknowledge decisions

while keeping the customer trust. L their protect trust.
A

[:_:—] “Instead of X, try Y" o ( §
, g Agent (Original Response) listeadiof X
| can’t do that. RO T Too blunt; doesn’t
) explain or show
@ * Ask open questions to en?pathy.
surface reasoning ; ’
Agent (Recommended Response) r )
TryY
| want to be fair to everyone, so | can’t : :
. . ' e—— Empathetic, explains
* Reinforce judgment calls waive the fee. What | can do is look theﬁeason, andpoffers
that protected trust at alternative options that may help. helpful next step.
5 7
Coach ( k
/N e Coach the decision g Ask Open Questions
00 What was important to you in e— | Helpsuncover the
NG




Building an Ethical
Service Culture

- Model ethical behavior in

exception requests [ det

to prevent hidden manipulation

- Provide clear guidance for
common gray areas
- Protect employees who "

raise ethical concerns

- Monitor culture drift through
escalations and cynicism
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decisions, conversations, and ,LL 1]

- Align recognition and rewards _ &Rew
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toward manipulation




From Training to Daily Practice

//" -\
- Build a coaching loop: GRAY AREA .|
observe, prepare, coach, - P
commit, review D OBSERVE .
] \
Use team huddles to ;/ _Bl // &1
refresh gray areas and \f =

%

customer feedback \

- Embed ethics in QA
calibration for a
consistent standard e

ll.";llr \
- Review complaint themes 1\ Z@ ] ‘
to decide what to m\/
practice next
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Action Plan and Next Steps

O Personal: pick one behavior to
() improve in 30 days with a visible cue

e Team: set a shared standard or
escalation routine

_ KCAQ
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30-DAY e Manager: schedule weekly
COMMITMENT ethical scenario reviews
PATHWAY

Track progress: complaints,
escalations, exceptions, trust

e Ask: What did we decide? Why was it fair? How documented?
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PersonWise - Al digital-human course platform

Scan the code or click anywhere to watch this course live, with voice Q&A
personwise.ai/t/659e226f/public
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