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CUSTOMER SERVICE

) ample Two-Da: nda
Overview
nemsu;mxmuwmappmmmmmuusmmmmk guideline. I's more
Customer Service is a program that provides you with the essential information and skl spostastto s s paracipasts t s e e e tatbeneft e ¢ st Yo
neadad to exce] in imeractions with intemal and evtermal customers easly modtfy thess tmes. Try 5ot et the clack un sour wotkshap. Observe the parie
pmvsmdmlszrmne decisions accondingly.
This program developssour Cistomer sevice <kl hrough recognizing and dlng with
nsing your [ ] [ ] Opening fhe Workshop 20 miutes 830- 830
vt msmsff:nswmss Ywmulammamnppmmmmmuma-
wosker, and work foward positive. Customer Servics Excellence 10 minutes B30~ 9:00
ot Suic i g fryou s acely pricpar i ou s i Customer Service Anlysis 30 miutes e00- 930
workshop. Th encourages you 1o improve your
by integratng your work-relaed sitiations inio the woukshep. Customer Expectations 30 mizutes. 9:30-10:00
Co Objectives Braik 15 mimtes 1000 1¢:15

Our goal s to build greater personal skill and confidence in your ability to provide superior Idensifying Blocks to Customer Service 30 mimates. 1015 - 10:45
costomer service by focusing on the areas listed below.
Key Customer Service Skills 30 mimutes 10:45- 1115
u Idencfymg Customer Service Excelience
w Daing a Cusiomer Servics Analysis Recognizing the Customer’s Emotional Level 20 mimates 1L15-11:35

u Tdenfsing “Blocks” to Extellent Cusiomer Sevice
ing Key Customer Service Skils Listening Respazs 15 mivutes 11:35-11:50
2 Recogniing ihe Cusomer’s Emotoncl Level = e

w Idenifymg Positive and Negative Listening Responses Listening Respanses Exercise 30 minutes 11:30-12:10
» Tsing Quesiions o Gather Information

u Presenting Information io Saiisfy Customers Lunch. 0 mivutes

u Developing Effective Languape

* Deatng Wah dnger and Other Negaive Emodonsin Cutomrs chnowledzments .

u Determining Taur Level of Empowerment with Customs Listenng Acknowled 13wz

w Using Effective Telephone Skills — Listenmg Skills Exercise 20 mizutes.
Personal Objectives V Skill Practice: 40 mitrutes 145- 223

In this section of your workbook. write our one or fwo personal objecrives you would like Effective Use of Questions 15 mivures 225- 240
to accomplish by the end of Cusiomer Service. Use these o h;masmmmmg
toals fo help you Socus your sl ucmg e watkahop, Ty ot Break 15 mivures 140- 255

determune where fo
\mmmalnmpmremuhumlﬂmliamdsundm;bmunmnhuum As you
im0 the eusrcises and rlk to othar participants, you can modify your objectives. Questioning Skills Exarcize 30 mivutes 155- 333

Skill Pracrice 60 mimures 325 435
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CUSTOMER SERVICE.

Customer Service Excellence % /
Customer Service Analysi
Do You Believe? 1) State the following and direct participants to page 3.

Liste below are 10 very important beliefs to providing exceptional customr service.

These core beliefs are your foundation o you contimapusly do what i best for the cus-

tomer. In1a small group of three people. alk out-loud and discuss the 10 beliefs. In the
below, ad wo of you own

On page 3 you see a series of questions that are designed fo be a self-audit or self-
evaluation” It's important for you to be hamest with yourself sa you can see where to apply
the skills from this program.

T do this exercise properly, put yourselfin the role of one of your customers. When you
do this, you should be able to see yourself performing your job along with your peers.
Really concentrate 5o you can hear the sounds axound you, including the words that are
being used. You need to be that specific when you do this exercise. Once vou are in that
frame of mind, answer the questions on an individual basis. You have aboat 10 to 15
‘mimutes to complete page 3. Does anyane have any questions?

1. Customess are “valued " and importnt people, whether they T2 in person, o the phons,
or by mail

2. Customers dsserve outstanding service. It is our respensibilty to provids servics ina
maner thatis murually beneficial and with satisfactory rasults

3. Customers are pot intemupions fo our jobs. They are the reasans for our jobs. Answer any questions
4. Customers tmst ot fee] dependent on us. On the comary, we e dependent on them. Walk azound and assist a5 nesded. When you notice mest of the groups Snishing the exercise,

0 2 quick debriefin

5. Customers are pesple ke us, not mambers or statistics.
1) State the following to debrief the exercise.
6. Customers are not people to argue, challenge. kummikiae, ar embamass. They arzm be
reated with dignity and respect. Let's 20 around the room and see how you answered the questions.
7. Customers have a ight to receive prompt and courteous service, regardless of their own Gain responses.
behaviors.
‘What areas can we improve?
£, Cusiomess are part of what we do, not people on the “outside ™

Gain responses.
9. Cusiomess provide us with ies to service them. Thes S
outstanding way for each of us to distinguish our orzanization and qurseives What are some things you do well in costomer service?
10, Customers have the sams expeciations we do when we are in the Tole of the customer Gain respanses
being serviced by somenne else

Any other commets or questions”
1.

Answer any quastions

Allright, Jet’s move o fo the next exercise.

. 3) State the following and direct participants to page 4.
reated 1n et v
often employees are nat ahways in full agreement as to who their customers are. We
“m 10 be sure that we look 2t both oar internal and external customers.
n
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CLETIMER SERVICE

Overview

Customer Service is a program that provides vou with the essential information and skills
peeded to excel in interactions with intemal and external customers.

Short-Term Meetings

I0TT-1 €110 MEETINZS

This prozram develops your customer sarvice skills through recognizing and dealing with
the customer’s emaotions, using your listening and questioning skills, and presenting infor-
mation to satisfy customers. You will lsam to create rapport with any costomer or co-
worker, and werk toward positive outcomes.

Customer Servics is desizned for you to actively participate with your peers in the training

workshop. This training program encouragss yod to improve your knowladge and skills
bry imtegrating your work-related simations into the workshop.

Course Objectives

Crur goal 15 to build greater personal skill and confidence in your ability to provide supeTior )
customer service by focusing on the areas listed below. Skill Practice

Tdemeifying Customer Service Excelence
Doing a Customer Service Analysis
Tdentifying “Blocks” to Excellent Customer Service
Tdentifvimg Key Customer Service Skl
Recognizing the Customer s Emosiona! Level
Tdentifyimg Positive and Negarive Listening Responses
sing Questions to Garker Informasion

Presenting Informartion fo Satyy Customers
n Developing Effecive L

] Duﬁair With Anger and Bﬂ::rﬂrgaﬁnfnm‘bm in Customers

n Determining Four Level of Empowerment with Crstomers e oo Sl Practice Conching, .. .
u Diing Effective Telephone Skills —
Personal Objectives ’25/ =

In this section of your workboaok, wiite out onse or two personal abjectives vou would like
to accomplish by the end of Customer Service. Use these objectives as your measuring
tools 1o help you determine where to fieous your ensrgies durmg the workshop, Try to limit
vour initial ehjective to about 10 to 15 woerds and maybe one or twvo bullets. As you get
min the exercises and talk to other participants, you can medify your abjectives.

an Effective Leader Exercise

What Went Well?

What Could Use [mprovement?
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CLETOMER SERVICE

Listening Responses Fxercise %/
Eeedadmmm;:ap;u Being a good listener alse means you have to be 2 poed talker to create words and expres-
sians in others for you to observe and Hsten to. How you respond to what the other persan Short-Term Meetings
This program & ].5“ is fealing and saying zoes a long way toward creating or breaking rapport.

the customer’s emoticns,
mation o satisfy customs
worker, and work toward

There are many different kinds of lstening responses. Some ars used habitually, and the
meanimg &5 reflected more in the marmer in whach it is spoken mther than the actnal words.
Crthers are carsfully consmucted so the words and the achual definition are what vou want

nio the exercizes and fall 18, *You are mistaken about . .. 7
0. "Beserious . .7

11. “Dion’t be so maive about. . . ™
12, “Don’t waste your . . .7

13 "My wayishettar . .7

4 "Tsnotmae .7

Customer Service is desij to focus o
%%mﬁ Listed below are responses that are eocasionally used in comversations. Feead each one and 15
circle the mumber that best describes bow fTequently vou use that response on the job. Omce N _ _ ) N
vou'we complatad this exarcise, you will work ina small sroup to discuss each of the phrasas
and determine if there are better waords and phrases you can use. It's important to be awars of
. . the wards you typically use as a listening response so0 you can leam what other people think
Du:goallsm}nu.h‘lgraﬂ about your choice of words. Skill Prac
customer service by focn| =i 2 ractice
. I semerally mie phrases similar to: Ismalfy Som £fimes Never
u 1. "Youshould .. .~ 1 2 3 4 §
u 1 “You'rawrong ... " 1 1 3 4 g
u 3. "Vouberter .7 1 2 3 4 §
u 4 “What you need rodo .. .7 1 2 3 4 §
u 5. Thebestthing o domow is ...~ 1 b 3 4 5
u 6. "My recommendation is . ..~ 1 2 3 4 §
u 7. "Your problem is . .. 7 1 2 3 4 §
u . “You feel the way you do because .. .~ 1 bl 3 4 §
u Dealing With 9. ~T know you don't really mean .~ 1 1 3 4 3 — -
u pﬂ-m, 10, “Ves b, " 1 1 3 4 p L __ Shill Practice Coachine
n [sing 11. “But. what about ...~ 1 1 3 4 §
12. “You know, you sheuld consider . . .~ 1 b 3 4 5
13, “Where did you get that mfarmation . .7 1 2 3 4 5 —
14, “Tdon’t beliewe . .. ™ 1 2 3 4 5 Skill Practice Coaching Checklist
In this section of your 15 “Arevousare ... 7 1 2 i 4 5 :
to accomplish by the end 16 "I know bow vou feel 7 1 2 3 4 5
tols o help you i 17. “You're really defensive abowut ...~ 1 2 3 4 §
vour initial ehjective to af 18. “Sovoufeel .. .7 1 ] 3 4 §
1 2 3 4 §
1 2 3 4 §
1 2 3 4 §
1 2 3 4 §
1 b 3 4 5
1 2 3 4 §

What Could Use [mprovement?
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Customer Servics is a pry
peeded to excel in interag

This prozram develops v
the customer’s emoticns,
mation o satisfy customs
worker, and work foward

Customer Sm-we 1= de:q

Crur goal 15 to build great|
customer service by foon]

! .g .
&
.

:u-ulsm]l.elpm
vour initial ohjective to af

min the exercises and fall

Li

Being 2 good listener als
sions in others for you tof
iz fealing and zaymg god

There are many differem
meanimg &5 reflectad miog
Orthers are carsfully cong
to focus on

Listad below are raspons
circle the oumber that be
vou've completed this ey
and determine if thare ar|
the words you typically

about your choice of wal

I semerally mie phrases

1. "You should . ..~

I "Yourewrong ...~
3. "Youbersr.. .~

4. “What you nzed to do
5. “The best thing to do
6. "My recommendation)
7. "Your problem is . .
S."‘fu'ufealmemm
9. "I know you dem’t real
10. “Yes. bar. ..~

11. “But. what about . . .
12. “You know, vou shol
13, "U.-‘hﬂ'ed]liyo‘ugen
14. “T don’t believe .
I:-.“:’u‘epuum...
16, T know bow vau fee
17. “You're really defen
18 "Sovoufesl "
19. “You are mistaken a
0. "Be serigus ...~
11. “Dion’t be so maive aj
12, “Dlon’t waste your . |
13, "My wary is better . .
M. Rsnottue...”

CLETOMER SERFICE

Questioning Skills Exercise ”:} f

For each work-related sitation list=d below and on the following page, write out your
clarifying questions or statemants. Use some of the questions and statements fmmyw:
previons exercise. Be sure to alk out-loud with your small group to min everyons's nsights.

1. Yom have just picked up the phone, and the same costomer you deal with each week is
on the line with the same problem  What are your clanfying questions or statements?

2. An employes from anather deparmment provides you with the wrong information. yet
she insists it is exactly what you need. What are your clanifying questions or statements?

3. Yiowr superviser wants you to werk on a project, but you aren’t sure you even understand
what to do, how to g0 about it. or whan it’s to be completed. What are your clarifying
qestons or satEments?

4. A manager from another team bas a poor atfitade and doesn’t seem to take your requests
serosly. Yoo have talked to vour manager about it, but it dossn’t appear anything bas
changed. Voumust alk to this manager about anether request for an imperant customer.
Yo thought you mizht try to talk tohim as a peer. What are your clanifying questions or
statements?

5. An imate costomer was transferred to you and begins the conversadon by saying, “Tneed
to speak with yoor manaper regarding 1" What are your
questons or satements?

feetings

eenng

bliill Practice

Coachine
i’ v Y

ctice Coaching Checklist
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Customer Servics is a pry
peeded to excel in interag

This prozram develops v
the customer’s emotions,
mation o satisfy customs
worker, and work foward|
Customer Servics is desig

workshop. This training
by intesrating your work

Crur goal 15 to build
customer service by fi
Tdenejfying
Doing a Cu
Tdenifying =

; .g
a
>

vour initial ehjective to a
min the exercises and tal

Li

Being 2 good listener als
sions in others for you tof
iz fealing and zaymg god

There are many differem
meanimg &5 reflectad miog
Orthers are carsfully cong
to focus on

Listad below are raspons
circle the mumber that be
vou've completed this ey
and determine if thare ar|
the words you typically

about your choice of wal

I semerally mie phrases

1. "You should . ..~

I "Yourewrong ...~
3. "Youbersr.. .~

4. “What you nzed to do
5. “The best thing to do
6. "My recommendation)
7. "Your problem is . ..
&, "You feel the way youl
9. "I know you dem’t real
10. “Yes. bar. ..~

11. “But. what about . . .
12, *You know, you shoy
13, "Where did you get f
14. “T don’t beliewe . .. 7]
15 “Arevousare ... 7
16, T know bow vau fee
17. “You're really defen
18 "Sovoufesl "
19. “You are mistaken a
0. "Be serigus ...~
11. “Dion’t be so maive aj
12, “Dlon’t waste your . |
13, "My wary is better . .
M. Rsnottue...”

For each work-related =i
clarifying ioms or 5
previons exercize. Be sy

1. Yom have just picked
on the line with the samd

1. An employes fom and
she inzists it is exactly w

3. Vomr supervisor want
what to do, how to g0 ab)
qestons or saiEments?

4. A manager from
seroaly. Yoo have
changed. Vou must alk
Vo thought you might
statements?

3. Animate customsar wag
to speak with your mana|
questons or satements?

CLETIMER SERVICE

Effective Langunge - Continued

Y

“Iwwan... "

Ordimary Examples
1. “Vou have to wait a day for that

Improved Lansnage

information to come back.”

1, "Vou should have gons to the branch.

Icam’t help you.™

3. "Can’t you see we're busy? It will take

art lzast an bour to get that information to
vou”

4, "T'm somy you had fo come back. Yeu

know some people. Wothing makes them
by
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Sample Two-Dav Agenda
The times listed below are approximate and should be used only as a basic guidsline. s more
impartant to allow the participants to spend time in the exercizes that benefit them the mest. You
can easily modify these tmes. Try pot w0 let the clock ron vour workshop. Observe the partici- Short-Term Meetings
pants and make your time decisions accordingly.
Opening the Warkshap 20 mirates 8:30- 8:50
Customer Service Excellence 10 minutes 8:30- 9:00
Customer Service Analysis 30 minutes 0:00- 2:30
Customer Expectations 30 minutes 0:30 - 10:00 - - -
Break 15 minutes 10:00 - 10:15
Identifymg Blocks to Customer Service 30 minutes 1015 - 10:45 Skill Practice
Eey Customer Service Skills 30 minutes 1045 -11:15
Becognizing the Customer’s Emational Leval 20 minutes 11:15-11:35
Listening Fesponses 15 minutes 11:35-11:50
Listemingz Besponses Exencize 31} minates 11:50 - 12:10
] Lunch 6 minutes 12:10- 1:10
Listening Acknowledmments 15 minutes 1:10- 1:25 11l Practice Conchine
Listening Skills Exercize 20 minutes 1:15- 143 o I S
5kill Practice 4] minutes 1:45- 223 =
Skill Practice Coaching Checklist b,/f)
Effective Use of Questions 15 minntes 2:25- 240
Break 15 minutes 2:40- 253
Cruestoning Skills Exarcise 30 minutes 2:35- 323
Skill Practice 80 minres $- A kills of an Effective Leader Exercise _,f) What Went Well?
Wihat Could Use [mprovement?
]
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The times listed below o
impartant to allow the pf
can easily modify thess
pants and make your fin
Opening the Workshap
Customer Service Excel]
Customer Service Anahy
Customer Expectations
Break

Identifying Blocks to Cf
Fey Customer Service §
B.ecognizing the Custon]
Listening Fesponses
Listeningz Fesponses Ex|
Lunch

Listening Acknowledsm
5kill Practice

Effective Use of (husstid
Break
Cruestoning Skills Exerf
5kill Practice

Customer Service Analvsis

1) State the following and direct participants to page 3.
On page 3 vou see a series of questions that are designed to be a self-andit or self-
evaluation. It's important for you to be honest with yourself so youn can see where to apply
the sldlls from this program.
T do this exercise properly, pat yourself in the role of one of your costomers. When you
do this, von shonld be able to see yourself performing your job along with your peers.
Really concentrate so yon can hear the soonds aronnd you, including the words that are
being used. You need fo be that specific when von do this ezercise. Omce vou are in that
frame of mind answer the guestions on an individual basis. Yoo have aboat 10 to 15
minutes to complete page 3. Does anyone have any questions?
Answer any questions.

Walk around and assist as needed. When you notice most of the groups finishing the exercize,
do a quick debrisfing.

1) State the following to debrief the exercize.
Let's go aronnd the room and see how yon answered the questions.
Gain responses.
What areas can we improve?
Gain responses.
What are some things yon do well in costomer service?
Gain responses.
Any other comments or questions?
Answer any quastions.
All right, let’s move on to the next exercize.
3) State the following and direct participants to page 4.
This program is desizmed to assist you in improving your costomer service skills. However,

too often employess are not ahvays in foll agreement as to whe their costomers are. We
want to be sure that we look at both onr internal and external costomers.

11

Skill Practice

&kdll Practice Coaching
fec o E— T

Ton e doell Coprios

Skill Practice Coaching Checklist

What Could Use [mprovement?
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The times listed below o
impartant to allow the pf
can easily modify thess
pants and make your fin
Openinz the Workshop
Customer Service Excel]
Customer Service Anahy
Customer Expectations
Break

Identifying Blocks to Cf
Fey Customer Service §
B.ecognizing the Custon]
Listening Fesponses
Listeningz Fesponses Ex|
Lunch

Listening Acknowledsm
Listening Skills Exarcis
5kill Practice

Effective Use of (husstid
Break

Cruestoning Skills Exerf
5kill Practice

1) State the following and|
On page 3 you see a 5]
evaluation. It's impord
the sldlls from this prof
T do this exercise prof
do this, von shonld be
Really concentrate 5o
being nsed. Yoo need
frame of mind answer|
minutes to complete pi
Answer any questions.

Walk around and assist
do a quick debrisfing.

1) State the following to d
Let's go aronnd the rof
Gain responses.
What areas can we imgj
Gain responses.
What are some things
Gain responses.
Any other comments of
Answer any quastions.
All right, let’s move oxf
3) State the following and

want to be sure that wi

Eev Skills Fxercise

1) Dtirect participants to page 8.

Before you do vour exercise let’s do one quickly as a group exercise. Torn topage 8. Yon
can see the worksheet om this page. Let's say we nse listenmg as onr key slall. First, de-
scribe in as few words as possible what von mean by listening and where the skill should be
applied.

(rain responses. You may want to wiite their responses to each question on the flip charr.
Why iz listening so important?
(rain responses.

What don’t yon mean by Bstening? Remember, give me an example so I don’t focns an
daoing something yon don’t mean by vour defimition.

Gain responzes. An example might be saying you're listening whils you're doing something
elz2, or saying, “ub hob, " while slightly nodding veur head, all the while it"s cl=ar by lpoking in
vour eves that you're really oot paving attention. That’s not what you mean by Listening.

What do yon mean by listening? Mow sive me an example of exacily what vou mean. If
neCessary show me.

Gain responses. A positive example would be stopping everything slse you're doing, putting
down whatever is in your hand, looking the person right in the eve, and re-stating what be or she
is saying to prove you're listening. That could be part of what you mean by listening. You

could medel both examples to make your peint. Give your own examples that are relevant to the

What we did is exactly what I want yon to do in the exercize. As you just saw, it"s nof so
easy to describe each key skill. In the exercise, try to paint word pictures. If you have a
difficult time describing the skills in here, it's lkely vou'll also have a difficali time when
vou leave the workshop.

1) State the following for the small group exercise,

This exercise is to be completed in groups of three people. One group member is to g0 at a
time and lead the discossion. The person leading the discussion selects one or mare key
skills that he or she believes is essential to his or her smccess. On pages § and 9, vou can
write down what von brainstorm az a gromp.

Under number one, write the key slill Then move to number ? and complete the page.
Make sore your examples are specific. When one person is finished leading the discussion,

18

rm Meetings

Meenng

Skill Practice

&kdll Practice Coaching
s rr— Bedideean ©

Practice Coaching Checklist

vement”
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Working With An Angry Customer

1) State the following and|
) . , .. 1) Seate the following and direct participants to the exercize on page 42,
The times listed below 3 On page 3 you see a s 1) Direct participants to g
m'“;ﬁ?: o “HWSEP‘ evaluation. It's impord An important skill in castomer service is the ability to work with costomers in negative
“ﬂmmig:f‘ff E;F;I the ldlls from this pro Before you do your ey emotions. Thisis hard to do, especially when it gefs pretty heated. When a customer gets
pan & your can see the worksheet amgry, it's easy to farget about collaberation and move info an anger mode. The number-
m= the Warkiha To do this exercise pro| scribe in a5 few words ome skill in collabarating i the ability to deal with an ansTy customer without getting anzry
Opening e du this, you sheuld be applisd. ourselves. Identified on page 42 are several of the most common responses when con-
i Really concentrate 5o fromted with anger.
Customer Service Excel] being nsed. Yon need Gain responses. You mj
. frame of mind. answer| Fevisw “Fenm Wit
Customer Semvice Analy mhmmmi;plmp: Why iz listening so img Anzer A
- _— i Dioes matching anger with anger happen around here? Someone give me an example.
Customer Expecntons Answer any questions. Gain responses.
(Gain responses.
Break Walk around and assist What don’t you mean R
do ik i : doing something von d ; R
Identifying Blocks to CY 3 quick debriefing How does that impact the situation?
* : Gain responzes. An exal i :
Key Customer Service § 1) State the following to d lsa. or saying. ~ub hub) (Gain responzes.
Racoemizing the O Let's go around the rof your eyes that you're ref How do ¥ou respond to 2 person when vou are upset or anery, and the person you're npset
FuIng or angry af, refurns those emotions right back at you?
o Gain respanses. What do yon mean by
Listening Respanses necessary show me. Create 2 discussion and medel an example.
N What areas can we imy . .
Listening Respanses £ Gmrﬁf"ﬂiﬂﬁiw’n Getting angry won't usnally belp solve a problem. Ii usually damages a relationship,
Lunch Gain responses. 'i, OWE WIALEVET L5 I o creates resentment, and a whele host of ofher negative things. Our next poor response is to
Eeﬁmgm Pi'ﬁm 5 ignore the customer.
Listeninz Acknowleden] What are some things cowa R
StEmE - = participants. Review “Iznore the Customer.”
Listening Skills Exar I id i
o “h;um m‘:’{ It might appear natural many times to foons on the task and izwore the prevailing emotion.
kil Practice Any other comments of %m o d:sﬂl':hin How do vou respand to someone when vou are angry, and the other person you're angry at,
. vou leave “:mm | focmses only on the sitwation, and iznores your abvions emotion?
Effactive Use of Questid Answer any questions. ; Conate 8 dhscaston and model
All right, lef’s move o) 1) State the following for b
i L When vou ignore the emotion, and focn: only on the sitwation, it gives the iImpression to the
(ruestioming Skills Exer 3) State the following and This exercise is to be ¢ customer their anger isn"t valid. This tactic usnally cnly mtensifies their anzer. In fact,
= ) ﬁ’;ﬂ:dﬂ’:]:f; ome of the best ways to male someone anery is to iznore him or her.
il Practici This program is desiz Sk & ar
Skl * too often employees ar write down what you b O third paor response to anger is to patronize the employee.
want to be sure that wi -
Under number one, wr Review “Patronize the Customer ™
Make sure your examy
42
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