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C u s t o m e r  S e r v i c e

B u r n o u t  

B a l a n c i n g  A c t  

• Importance  of cus tomer s e rvice
• Role  of cus tomer s e rvice  for organiza tions
• Rela tions hip  be tween cus tomer s e rvice  and  pers ona l wellnes s  

• Defin ition  and  s ymptoms
• Caus es  and  ris k fac tors
• Self-ca re  and  s e lf-compas s ion

• How cus tomer s e rvice  and  burnout in te rs ec t
• Preventing  burnout in  times  of s tres s
• Commit to  making  las ting  changes  



• Human res ources  + opera tions
• Healthcare  executive  2018-2022
• Burnout s urvivor
• Pas s iona te  about he lp ing  people  become the ir bes t s e lves  

a t work

W h y  m e ?



• Burnout cos ts  roughly $160 b illion /year in  hea lthcare  
cos ts

• Leads  to  nega tive  pers ona l ou tcomes  and  decreas ed  
organiza tiona l hea lth

• Work and  life  a re  complica ted  and  cha llenging
• Our job  is  to  ba lance  th is  with  the  ro le  we  a re  trus ted  

with  every day: provid ing  exce llen t cus tomer s e rvice

W h y t h e  To p ic ?



W h a t  is  
u n d e r  o u r  
c o n t r o l?  



Th in k  o f  a  
R e c e n t  

In t e r a c t io n
• Think of a  recen t cus tomer s e rvice  

in te rac tion
⚬ Good or bad

• What s tood  ou t?
• What was  the  ou tcome?
• Will you  be  a  repea t cus tomer?



E x c e l le n t  C u s t o m e r  S e r v ic e  

• Cons is ten t pos itive  experience
⚬ Ens uring  re liab le  s e rvice  with  every in te rac tion

• Pers ona lized  and  a tten tive  in te rac tions
⚬ Unders tanding  and  addres s ing  ind ividua l cus tomer needs , p re fe rences , 

and  s itua tions
• Proac tive  problem s o lving

⚬ Antic ipa ting  po ten tia l is s ues  and  res o lving  them promptly and  e ffic ien tly
• Anyth ing  you  would  add?   



Im p a c t  o f  C u s t o m e r  S e r v ic e

• Developing  trus t and  rapport with  cus tomers
• Fewer compla in ts  leads  to  reduced  res ources  s pen t on  s e rvice  recovery
• Increas ed  employee  s a tis fac tion
• Pos itive  work environment 





B u r n o u t

W h a t  d o e s  i t  lo o k  l ik e  a t  h o m e ?

H o w  d o e s  b u r n o u t  f e e l  t o  y o u ?

H o w  d o e s  b u r n o u t  f e e l  in  y o u r  
b o d y ?

At  w o r k ?



W h a t  a r e  t h e  
m e s s a g e s  w e  

h e a r  a b o u t  
b u r n o u t ?  



P H YS I C A L
H E A L T H

M E N T A L  
H E A L T H

E M O T I O N A L  
H E A L T H  



P h y s ic a l  H e a l t h  

• Find  movement tha t moves  
you

• Prioritize  your appoin tments  
• Ens ure  s uffic ien t s leep



• Mindfu lnes s
• Reflec tion
• Continuous  lea rn ing
• Therapy and  EAPs

M e n t a l  H e a l t h  



• Stres s  management
• Unders tanding  your rhythms
• Socia l connec tion
• Hobbies

E m o t io n a l  H e a l t h  





R e f le c t io n

Overlap  Between  
Scores



R e f le c t io n

Overlap  Between  
Scores

Mos t Room for 
Improvement 



R e f le c t io n

Overlap  Between  
Scores

Mos t Room for 
Improvement 

Next Actionable  
S tep



In t e r s e c t io n  
o f  B u r n o u t  +  
C u s t o m e r  
S e r v ic e



• Time management
• Boundaries
• Breaks & PTO
• Seeking support & 

resources

B u r n o u t  
P r e v e n t io n  
S t r a t e g ie s  



H a r d w ir in g  t h e  C h a n g e s  



Obs erve  what works  for you

Identify energy dra ins

Celebra te  s ucces s es  

Find  an  accountab ility partner

C r e a t in g  
S u s t a in a b le  
R o u t in e s



Does  th is  fee l approachable?

How would  it fee l to  implement 
thes e  s tra teg ies ?

What roadblocks  exis t?

What s upport do  you  need?

Re a lit y  
Ch e c k





r ive r s -ro a d s .c o m

Filled with Gratitude
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