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About Telephone Doctor, Inc. Customer Service Training

Telephone Doctor, Inc. is a St. Louis based customer service training company that offers products and techniques designed to improve the service skills of customer contact employees. This program is presented by Nancy Friedman, our founder and president. Through DVDs, web-based courses, books, audio programs and instructor-led workshops, Telephone Doctor, Inc. has helped tens of thousands of organizations increase revenue, improve customer satisfaction ratings and reduce employee turnover. For additional information, please visit www.telephonedoctor.com.

And now some legal stuff…

We aim to be the nicest customer service training company in the world. :-) However, even the nicest company needs to diligently protect its intellectual property. Please respect the terms of our license and the copyright of our intellectual property.

This material is licensed solely for display by the licensed organization to its employees. It is illegal to loan, rent, or sell this material outside the licensed organization. It is illegal to display this material to train persons outside the licensed organization without a separate agreement for that purpose. Please contact 800.882.9911 or info@telephonedoctor.com to inquire about additional uses of our material.

Telephone Doctor® works to educate, detect, pursue and prosecute copyright violators using every civil and criminal remedy available. We offer a reward for information which leads to a recovery from individuals and/or organizations who pirate our content. Please contact 800.882.9911 or info@telephonedoctor.com to report an act of copyright piracy. Telephone Doctor, Inc. assumes no patent liability with respect to the use of the information contained herein. While every precaution has been taken in preparing this material, the publisher is not responsible for errors or omissions, or for any damage or injuries, resulting from use of the information contained herein.

Telephone Doctor is a registered trademark of Telephone Doctor, Inc.

 The Goal of the Course: Killer Words of Customer Service 
Learn the customer service ramifications of some commonly used words; sayings that we have designated as killer words. These killer words can, and will, cause damage to business relationships. Understand that these killer words are normally used very innocently, and with positive intentions. However, this collection of killer words are proven to annoy and alienate clients and prospective customers and very possibly damage the opportunity to do business or continue a relationship with them.

Getting the Most From the Participant Workbook
In order to receive the maximum benefit of this Participant Workbook, a clear understanding of the value of training is necessary.

Why Training?

1. No matter what you call your customers (citizens, members, students, clients, taxpayers or #*&@!), when you think about it, they’re the ones who are providing your organization with its income.

2. Your interaction with a specific customer will likely be the basis for that customer’s entire impression of the service your organization offers.

3. The single greatest way a company can distinguish itself from its competition is by the level of service it offers; and the higher level of service your organization offers, the more successful it will be. Successful firms are better able to compensate employees and increase the growth of their businesses.

4. Thus, it is vital to the success of your organization that you provide the most positive customer service communication with each and every customer.

What’s In It For You?

This Telephone Doctor course will provide you with simple, yet effective, skills and techniques which, when used exactly as directed, will improve your customer contact situations. The benefits to you:

1. Increased confidence from having the right tools.

2. Reduced stress by better handling challenging situations.

3. Increased job satisfaction from doing something well.

4. That great feeling you get inside from helping others.

5. Increased value to your employer.

Getting the Most From the Participant Workbook (Cont.)

Using the Participant Workbook With a Facilitator

1. If this Participant Workbook is part of an instructor-led classroom setting, the facilitator will instruct you as to what portions of the Participant Workbook will be used. Be sure to complete the exercises and participate fully. The more participation, the more rewarding the experience.

2. This Participant Workbook will help you learn and retain the important skills taught in this course. It is also valuable as a future reference source.

Using the Participant Workbook as a Self-Paced Study

1. The Participant Workbook is designed to help process the information found in the program, Killer Words of Customer Service. It serves as your guide and each Participant Workbook section is self-explanatory. Everything you need, besides a pen or pencil and the program, is included.

2. Before watching the program, complete the Buy-In Activity ~ Killer Words of Customer Service” on page 5.

3. Now it’s time to view the program. We suggest first watching the entire program. Then watch it again, this time in chapters.

4. As you watch, take notes on designated pages in the back of the Participant Workbook.

5. When you’re confident you understand the skills presented in the program, begin answering the Discussion Questions for each Key Point in this Participant Workbook. Don’t rush. Take time to relate each Key Point to yourself and your job.

6. After completing the Discussion Questions, take the Post Program Activity. 

Buy-In Activity ~ Killer Words of Customer Service


Before watching the DVD program: Killer Words of Customer Service, answer the question below. 
Based on the goal of this course, create a lists with eight - ten words you feel "KILL or STOP" a conversation or put the relationship with our customers in a damaging situation. 
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Discussion Questions – Key Point #1:  Calm Down

1.
In a business situation, why is it ineffective to tell a customer to calm down?

2.
What are a few of the responses you would likely offer when you’re frustrated and someone tells you to CALM DOWN? 
3. What does the phrase: “Life is a series of roles” mean? 
4. In the program, Jessica sidetracked the conversation by telling the customer to calm down. 
Why is that like throwing gasoline on a fire?
TELEPHONE DOCTOR PRESCRIPTION:

· Expect the opposite to happen.

· Customers don’t like being told to “Calm Down.”

· Focus effort on solving the problem.

Discussion Questions – Key Point #2: Can I Be Honest With You?
1. What are the ramifications of saying to a customer: Can I be honest with you?

2.
What are similar frustrating responses as: “Can I be honest …” which we should eliminate?

3.
Is there ever an appropriate time when it’s okay to use these killer words? 
TELEPHONE DOCTOR PRESCRIPTION:

· Avoid this common credibility buster.

· Considered social noise.

· Customers expect the truth.
Discussion Questions – Key Point #3: No Problem
1.
Where did the killer words “No Problem” & “No Worries” originally come from?

2.
Why do some people find these words offensive?
3.
What words can replace these killer words?

4.
When customers appreciate the service they’ve received and say “Thank you,” it’s okay for customer service representatives to respond back by saying, “No problem, that’s my job.” Is this accurate? True or False 
TELEPHONE DOCTOR PRESCRIPTION:

· “No problem” is perceived as dismissive to customers.

· “You’re welcome” is the gold standard for customer service providers.


Discussion Questions – Key Point #4: Our Computers Are Slow

1.
What mental pictures are created when you hear these words?

2. Name a few of the occasional drawbacks/challenges at your organization?
3.
Why does telling the truth to a customer regarding operational problems serve no purpose?

TELEPHONE DOCTOR PRESCRIPTION:
· There is no value in sharing negative information.
· Offer solutions, not excuses.

Discussion Questions – Key Point #5: What’s Your Name Again?
1.
Why do people sometimes use these killer words: “What’s your name again?” 

2.
What are the four steps recommended, which are ‘less abrasive’ to get a name when you’ve missed it? 

3. What are similar killer words we’ve heard that are just as abrasive?

TELEPHONE DOCTOR PRESCRIPTION:
· When you’ve missed the name, regroup.

· Apply the four step technique to smoothly gather the name.

Discussion Questions – Key Point #6: Yes, BUT…
1. In the customer service world the word “BUT” is thought of as the BIG ERASER. 
What do customers think when this killer word is said? 

2. Why does Telephone Doctor call the killer words “Yes, BUT…” the “TWO STAGE NO?”

3. Name a few buffer phrases, which will smooth or soften the verbiage and replace “Yes, BUT…”

ELEPHONE DOCTOR PRESCRIPTION:
· State the customer’s options.

· Avoid this “Two Stage No.”

 Discussion Questions – Key Point #7: Sorry, That’s Our Policy
1. We’ve all heard it! Think back to an experience when you were told by a business,
“Sorry, that’s our policy.” How did you feel? 

2. In most cases, an employee is simply stating a policy, rules or regulations as an explanation. 
So what’s wrong with restating company information back to your customers?

3. What other forms of “Sorry, that’s our policy” also alienate customers? 

TELEPHONE DOCTOR PRESCRIPTION:

· Customers aren’t interested in your company’s policies.

· Look for solutions to the problems.

· Exceptions can sometimes be made to prevent alienating customers. 

Discussion Questions – Key Point #8: You Don’t Understand
1.
What are some of the reasons customers don’t understand directions offered by employees?

2.
Why isn’t it effective to repeat the same directions over again to a customer that doesn’t understand?

3.
What can you say to bridge the communication gap and replace these killer words?

TELEPHONE DOCTOR PRESCRIPTION:
· It’s our job to explain better.

· Simplify the information and take responsibility.

Post Program Activity ~ Killer Words of Customer Service 

Before completing ‘A Call to Action’ commitment exercise on page 27, summarize this session by asking yourself the questions below. 

· How often do we use KILLER WORDS without even thinking about it? 
· Will it be easy to eliminate these killer words?
· How can we retrain ourselves NOT to use them? 
· Other than the telephone, name six communication touch points where KILLER WORDS are used? 
· Why do killer words stop or damage relationships? 

A Call To Action!

Experts say that it takes a minimum of 21 days to change a behavior. Your level of readiness to change will determine how successful you are, and how much time it will take. But you need to be ready, able and willing to make change happen in 21 days. Habits are hard to break.

Consistency is key. Practice Killer Words of Customer Service techniques both in the workplace as well as at home.

What will you commit to change in 21 days? Which Killer Words of Customer Service technique will be most challenging to you and how do you intend on making the change? 
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PRACTICE, PRACTICE, PRACTICE and you’ll have more confidence!

It’s Fun To Be Good!
Closing Words

On the next page, you'll find a summary of the Key Points made in this course. They're crucial because they can make a real difference to you and to your future. We urge you to do three things with them:

1.
memorize them;

2.
keep them in mind every time you talk with a customer; and

3.
practice them.

The last of the three is by far the most important. Knowing how to communicate effectively isn't good enough. You need to put what you know to use. You need to make it work for you. If you do, you'll get what we promised at the start of this course – more satisfaction from your job and a brighter future for your organization and for yourself. 

●
You've got the skills.

●
You've got the knowledge.

●
You've got the purpose.

●
THE REST IS UP TO YOU!  

Good Luck!

And Remember –

IT'S FUN TO BE GOOD!
Key Points: Killer Words of Customer Service
1. Calm Down

· Expect the opposite to happen.

· Customers don’t like being told to “calm down.”
· Focus efforts on solving the problem.
2. Can I Be Honest With You?

· Avoid this common credibility buster.
· Considered social noise.
· Customers expect the truth.

3. No Problem

· Is perceived as dismissive to customers.
· “You’re welcome” is the gold standard for customer service providers.

4. Our Computers Are Slow

· There is no value in sharing negatives.

· Offer solutions not excuses.

5. What’s Your Name Again

· When you’ve missed the name, regroup.

· Apply the four step technique to smoothly collect the name.

6. Yes, BUT…

· Customers know something negative is coming next.

· Avoid this “Two Stage No.”

7. Sorry, That’s Our Policy

· Customers aren’t interested in our policies.

· Look for solutions to the problems.

8. You Don’t Understand

· It’s our job to explain better.

· Simplify the information and take responsibility.

Participant Notes: 

Killer Words of Customer Service
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