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About Telephone Doctor® Customer Service Training
Telephone Doctor® is a St. Louis based customer service training company which 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 CD-ROMS, web-based courses, books, audio programs, and instructor-led workshops, Telephone Doctor® 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.

IT IS ILLEGAL TO COPY OR REPRODUCE THIS MATERIAL FOR ANY PURPOSE. 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 possible. We offer a reward for information, which leads to a recovery from individuals or organizations who pirate our material. 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.

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?tc "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. 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?tc "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 are:

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.

Using The Participant Workbook With A Facilitator

1. If this tc "Using The Participant Workbook With A Facilitator"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 Studytc "Using The Participant Workbook As A Self-Paced Study"
1.
The Participant Workbook is designed to help process the information found in the program “Maintaining Customer Relationships.” 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 quiz on “Maintaining Customer Relationships.” Retaking this quiz after watching the program and completing the Participant Workbook will allow you to measure your own improvement.

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

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 Review Questions in this Participant Workbook. Don’t rush. Take time to relate each Key Point to yourself and your job.

Before and After Skills Inventory

Before watching the program “Maintaining Customer Relationships”, answer the questions below to the best of your ability. Don’t score your answers yet. At the end of the course, complete the second part of the Before and After Skills Inventory and then score both your “Before” and “After” responses. You’ll find the correct answers on page 19 of this participant workbook. The difference between the 2 scores will show you how much you’ve improved.    
























 Before

After

1.   Common courtesy is the most important factor missing from business today.
T/F
2.    The value of maintaining customer relationships is:

A. Building loyalty and repeat business for your company.

B. Fooling people into thinking you’re nice.

C. Keeping people from complaining about little things.

D. Staying busy throughout your shift.

3.  There is more than one way to follow up with your customers  



 T/F

4.  What should you do if you reach your customer’s voice mail?

A. Hang up and try again a little later.

B. Complain to your co-worker that no one ever answers his or her phone anymore.

C. Move on to the next call quickly.

D. Expect it and be prepared to leave a short, effective message.

5. It’s a good idea to leave your contact information twice and slowly in every voice mail.   T/F

6.   If the person you’re calling is no longer with the company:

A. Apologize and hang up.

B. Find out who the new contact is and introduce yourself.

C. Ask what happened to the other guy.

D. Cross that company off your prospect list.

7. Before engaging in any conversation, it’s best to make sure it’s a good time.  T/F

Before

After

8. Calling a customer to touch base and keep in contact is:

A. Generally a waste of time and should be avoided.

B. Good follow up and usually appreciated by the customer.

C. A good way to remind them to order more product.

D. A good way to make your call volume look good to supervisors.

9.   If you find out your customer is having a problem, be prepared to help immediately.   T/F

10.  By discovering a problem and helping to solve it, you’ll

A. Demonstrate that you and your company stand behind your product. 

B. Save your customer time, money and frustration.

C. Increase the likelihood of future business.

D. All the above.

11. Building rapport with customers is part of developing an ongoing relationship with them.  T/F

12.  By providing good service to your customers, you’ll:

A. Gain future business and long-term loyalty.

B. Be sent holiday cards and gifts.

C. Get a good reference if you decide to work somewhere else.

D. Have something positive on your record for your next yearly merit review.

13. Building rapport is just another way of saying “wasting time” with a customer.  T/F

14. It’s important to build relationships with past and current customer because:

A. You don’t want them to consider going to the competition for their next sale.

B. It shows you and your company stand behind your products.

C. There are thousands of names on your database and you really should do something with them.

D. A & B

15.  If price and supply are equal, good service can make the difference in getting the sale.  T/F

Why do we need to maintain customer relationships?

Discussion Questions:
1.   What is the purpose of this program?   

Answer:

A.

2.
What are the important factors missing in business today?

Answer:

C.   

3.
What is the value of follow up?

Answer:

4. How do you keep in touch with a customer after a sale?

Answer:


E.


F.

Point 1: Expect and be prepared to reach customer’s voice mail

Discussion Questions:

1.
How likely are you to reach your customer’s voice mail?

Answer:

A

2. To whom does Joe make follow up calls?

Answer:

3.
What is a “sandwiching” call?

Answer:

4.
What kind of message should be left?


Answer:

       A.


B.


5.
How do customers react to the “sandwiching” technique?


Answer:

A.


B.


TELEPHONE DOCTOR PRESCRIPTION:

1. Expect and be prepared to reach voice mail.

2. Have your message planned out in advance so you’ll leave an effective message. 

3. Sandwich calls – use 2 channels of communication in order to make sure your message is heard.

4. Keep messages short and sweet. Repeat contact information twice.

5. Thank customers for past business.

6. Get value out of every call—Find out new information

Point 2: If your contact is gone, be proactive. Find out who the new contact is.

Discussion Questions:
1.
What should you do if you find out your contact is no longer with the company?

Answer:

2.
Is it a good idea to ask about your former contact?

Answer:

A.


B.


3.
What is your goal in this situation?

Answer:

A.


B.


4.  Before engaging a customer in a conversation, what is one of the first things you want to do?


Answer:

TELEPHONE DOCTOR PRESCRIPTION:
1. If you find out your contact is gone, be proactive. Find out who your new contact is.

2. Be prepared to introduce yourself and begin right away to build rapport.

3. Always begin by asking if your contact has time before beginning any conversation.

4. It’s best not to refer to the former contact. Take your cue from how it is addressed.

5.
To get value from this kind of call, find out who your new contact is and begin immediately to build rapport.

Point 3: Make “No Ulterior Motive” (NUM) Calls

Discussion Questions:

1.
What does NUM stand for?

Answer:

A.


B.   

C.   

2.
What other benefits are there from NUM calls?

Answer:

C.    

3.
What is the point of a NUM call?

Answer:

A.


B.


C.

TELEPHONE DOCTOR PRESCRIPTION:

1. A NUM call is a “no ulterior motive” call.

2. It is a goodwill call rather than a sales call.

3. It is a way to thank your customer for past business.

4. Rapport building may help with future sales calls.

5. It’s a good way to make sure your product is working properly

6. The value of this call is that your customer knows you’re thinking of him/her.

Point 4: Handle any problems that arise immediately

Discussion Questions:

1.
What should you do if you discover a customer is having a problem?

Answer:

A.

B.

2.
What did Joe find out when he called Paige?

Answer:

A.


B.   

3.
What is likely to have happened if Joe hadn’t made the call?

Answer:

A.


B.


4.
What was the value from this call?


Answer:

C.   

D.   

E.   

TELEPHONE DOCTOR PRESCRIPTION:

1. Don’t dread finding out about a problem your customer is having. Be prepared to help.

2. If you find a problem, take immediate action to make things right.

3. Ask specific probing questions to determine the true problem.

4. By calling, Joe was able to put out a fire and probably save a client.

5. The value of this call is solving a problem and saving a client.

Point 5: Gain Additional Business

Discussion Questions:

1.
What is the value of the last scenario?

Answer:

2.  What happens when you make yourself valuable to your customer?

Answer:

3. What is the value of this call?

Answer:

TELEPHONE DOCTOR PRESCRIPTION:

1.
Some NUM calls result in unexpected additional business.

2.
You gain satisfaction from knowing your customer appreciates your extra effort.

3. When price and selection are similar, you give the customer reason to choose your product.

4. Long-term loyalty by a customer often translates into increased revenue for you. 

A Quiz On 

MAINTAINING CUSTOMER RELATIONSHIPS:

___ 1.
An important factor missing in business today is:

a. follow up, having a relationship rather than one interaction with a customer.

b. common courtesy and sincerity.

c. strategies to guarantee customer loyalty. 

___ 2.
Customers may turn to the competition because they feel they’ve been neglected. (T or F)

 ___ 3.
Reaching your customer’s voice mail:

a. is frustrating and demoralizing.

b. should be expected in today’s busy world.

c. is better than listening to someone whine about a problem.

___ 4.
Keeping a list of past and current customers helps you stay in touch.  (T or F) 

___ 5.
“Sandwiching” calls means:

a. eating snacks between calls at your desk.

b. fitting in follow up calls with sales calls. 

c. a way of using at least two channels of communication to make sure your message is received.

___ 6.
A voice mail message may be your only chance to reach your customer, so get in as many facts as time allows.
(T or F) 

___ 7.
If you find out your contact has left the company,

a. get the new contact name and begin right away to build rapport.

b. make sure the receptionist knows how shocked and dismayed you are.

c. apologize for interrupting and hang up.


___ 8.
Asking about your former contact :

a. should be avoided.  Use your time to build rapport with your new contact. 

b. shows concern and warmth on your part.

c. will probably give you a good story to share at lunch.

___ 9.
A “No Ulterior Motive” call is a goodwill building call rather than a sales call.  (T or F)  

___10.
 Handling any problems that arise:

a. shows you and your company stand behind your products.

b. saves your customer time, money and frustration.

c. a & b

A Call To Action!tc "A Call To Action!"
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It’s great to be reminded of what we know and to be able to learn more about the characteristics needed to provide exceptional service. In order to improve how service is provided to your customers, ACTION must be taken. Based on this program, list the Points you plan to implement to help you enhance your “mindset for service.”

1.  
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It’s Fun To Be Good!
Presentation/Overhead Transparencies

Key Points: MAINTAINING CUSTOMER RELATIONSHIPS

Point 1: Expect and be prepared to reach your customer’s voice mail.

1. Expect and be prepared to reach voice mail.

2. Have your message planned out in advance so you’ll leave an effective message. 

3. Sandwich calls – use two channels of communication in order to make sure your message is heard.

4. Keep messages short and sweet. Repeat contact information twice.

5. Thank customers for past business.

6. Get value out of every call.

Point 2: If your contact is gone, be proactive. Find out who the new contact is.

1.
If you find out your contact is gone, be proactive. Find out who your 

    new contact is.       

2. Be prepared to introduce yourself and begin right away to build rapport.

3. Always begin by asking if your contact has time to talk before beginning any

conversation.

4. It’s best not to refer to the former contact. Take your cue from how it is addressed.

5. To get value from this kind of call, find out who your contact is and begin immediately to build rapport.

Note: Long-term licensees may prepare a Microsoft PowerPoint presentation or produce an overhead transparency from this page.

Presentation/Overhead Transparencies

Point 3: Make NUM (No Ulterior Motive) Calls.

1.
A NUM call is a “no ulterior motive” call.

2. It is a goodwill call rather than a sales call.

3. It is a way to thank your customer for past business.

4. Rapport building may help with future sales calls.

5. It’s a good way to make sure your product is working properly.

6. The value of this call is that your customer knows you’re thinking of him/her.

Point 4: Handle any problems that arise immediately.

1. Don’t dread finding out about a problem your customer is having.  

    Be prepared to help.

2. If you find a problem, take immediate action to make things right.

3. Ask specific probing questions to determine the true problem.

4. By calling, Joe was able to put out a fire and probably save a client.

5. The value of this call is solving a problem and saving a client.

Point 5: Gain additional business.

1.  Some NUM calls result in unexpected additional business.

2. You gain satisfaction from knowing your customer appreciates your

     extra effort.

3. With price and selection similar, you give the customer reason to 

     choose your product.

4. Long-term loyalty by a customer often translates into increased revenue 

     for you. 

Note: Long-term licensees may prepare a Microsoft PowerPoint presentation or produce an overhead transparency from this page

Answers to Before and After Inventory

On pages 4-5tc "Answers to Quiz Questions "

ITEM
CORRECT


NUMBER
RESPONSE

1.
F


2.
A


3.
T


4.
D



5.
T



6.
B



7.
T


8.
B


9.
T

  10.
D


11.
T


12.
A


13.
F


14.
D


15.
T

Answers to page 12-13 Quiz Questions tc "Answers to Quiz Questions "

ITEM
CORRECT


NUMBER
RESPONSE


1.
A


2.
T


3.
B



4.
T



5.
C



6.
F


7.
A


8.
A


9.
T


10.
C

Participant’s Notes:

Participant’s Notes:
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Participant’s Notes:
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