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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. 
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.

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.

Getting the Most From the Participant Workbook (Cont.)

Using the Participant Workbook as a Self-Paced Study

1. The Participant Workbook is designed to help process the information found in the program, Six Cardinal Rules 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 Pre-Program Quiz ~ Six Cardinal Rules 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 the designated page 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.

Pre-Program Quiz ~ Six Cardinal Rules of Customer Service

Before watching the program Six Cardinal Rules of Customer Service, answer the questions below to the best of your ability. We will review the answers as a group at the end of the training session.




1.
Putting people ahead of paperwork

A. can get us way behind on the job.

B. shows a lack of organization.

C. is a must for good customer service.




2.
If a customer needs help while you’re doing paperwork, you should

A. stop and give the customer your full attention.

B. ask the customer politely to wait until you’ve finished.

C. avoid wasting time by asking the customer to contact you at another time.




3.
Handling a call as quickly as possible, even if you miss some information, is always better than taking too long to get the job done.





A.  True




B.  False




4.
Which of the following is not a good technique to use with customers who are slow in getting to the point?

A. Find something to occupy yourself until they are finished talking.

B. Let the customers know you are interested in what they are saying.

C. Carefully redirect the customers back to the original purpose of the call.




5.
Customers generally mirror the way they’re treated.





A.  True





B.  False




6.
Short, one-word answers

A. are usually thought of as rude.

B. show you value the customer’s time.

C. are more efficient than long, detailed answers.

Pre-Program Quiz ~ Six Cardinal Rules of Customer Service
   (Cont.)




7.
A sense of humor can be detrimental on a business call, since it shows you don’t take your work seriously.





A.  True




B.  False



8.
If you use technical terms and jargon when talking with customers, they

A. will certainly respect you.

B. will seldom challenge you.

C. might not understand and get confused.




9.
It’s okay to let the customer know it’s not your department and someone else is responsible for the mistake.  





A.  True




B.  False



10.
Good manners are always a nice touch, but don’t have any real business value.

A. True

B. False

Discussion Questions – Key Point #1: People Before Paperwork:
   Featuring Bob Sdrawkcab

1.
Why is there a tendency to finish a paperwork task before talking with a customer or other visitor?

2.
If you take time to complete paperwork or another task before serving a customer, what unspoken message(s) do you send?

3.
Why is putting paperwork before people a backward approach to good customer service?

4.
Have you ever taken a “back seat” to someone else’s paperwork? How did it make you feel?

5.
How are people likely to respond if they’re treated this way?

6.
What are some ways you can help your organization put people before paperwork?

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Give the customer your complete attention.

2.
Remember – the customer always comes before paperwork or any other task.

Discussion Questions – Key Point #2: Don’t Rush Your 
  Customer: Featuring Martha Rush
1.
Think of a recent phone conversation you’ve had in which you felt the other party was trying to hurry you along. How did you feel? How did you deal with the other person?

2.
If efficiency is supposed to be so important in business, what’s wrong with trying to handle a call as quickly as possible?

3.
In addition to poor customer service, what other undesirable situations can result from rushing a customer?

4.
Have you ever taken a call from customers who seemed to take forever to get to the point? What did you do? In a situation like that, how can you get the needed information without making the customer feel rushed?

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Learn how to redirect calls.

2.
Take time to get all the information.

3.
Remember – avoid rushing your customers and coworkers.

Discussion Questions – Key Point #3: Be Friendly BEFORE You
   Know Who It Is: Featuring Marvin Mope
1.
Have you ever made a call that was answered in a flat or dull tone, then heard the other party “brighten” up and become more personable after they recognized its you? What impression of the other party did you have? What was your impression of the organization?

2
Some people answer the phone in such a tedious monotone that they sound like voice mail or an automated attendant, which many organizations now use. Have you ever made a call and mistaken the answering party for an automated attendant? How did you handle the situation?

3.
Has anyone ever mistaken you for an automated attendant? How can you prevent that from happening?

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Treat all customers equally.

2.
Use your personality.  

3.
Remember – customers mirror the way they’re treated.

Discussion Questions – Key Point #4: Don’t Be Too Busy To Be 
  Nice: Featuring Bert Busy
1.
The main problem with these behaviors, of course, is that they represent poor customer service. More specifically, though, what is likely to happen when customers are treated this way?

2.
We all live in a fast-paced, busy world. Shouldn’t customers expect you to be busy and just be prepared for it?

3.
What is the busiest time on your job? What things can you do, especially at those times, to make certain your customers don’t find you “too busy” to be nice?

TELEPHONE DOCTOR® PRESCRIPTION:
1.
Don’t give short, one-word answers.

2.
Don’t be abrupt with customers or coworkers.

3.
Keep your sense of humor.

4.
Remember – we cannot do two things well at once.

Discussion Questions – Key Point #5: Don’t Use Military 
   Language on Civilians: Featuring Joanie Jargon
1.
Abbreviations, form numbers, part numbers, technical terms, and other “jargon” are a part of almost every job. So why shouldn’t you use them with customers?
2.
Acronyms (words in which each letter stands for a separate word in a name, phrase, or title) can be especially troublesome. What unique problems do these pose?
3.
What might happen to a customer or new employees if we offer company jargon in our response to their questions?
4.
Encourage participants to provide alternatives or replacements that are as close to everyday language as possible. Emphasize that the simpler the replacements, the better alternative it is.
TELEPHONE DOCTOR® PRESCRIPTION:

1.
Use easy, understandable words.

2.
Avoid using company jargon on customers and new employees.

3.
Explain unfamiliar words or terms.

Discussion Questions – Key Point #6: Be Personally
   Accountable, Don’t Pass the Buck: Featuring Buck Passer
1.
Start a conversation on prior experiences when we, as customers, have experienced employees “passing the buck.” How did we feel about the treatment we received?

2.
What are the ABCs of personal accountability?
3.
What happens when customers don’t get answers and their issues or concerns aren’t addressed?
TELEPHONE DOCTOR® PRESCRIPTION:

1. Take ownership; be accountable and responsible.

2. Remember your ABCs – don’t accuse, blame or complain.
3. Always seek solutions and don’t be afraid to accept responsibility.
Post-Program Quiz ~ Six Cardinal Rules of Customer Service




1.
What important lesson was learned from the first inductee, Bob Sdrawkcab?

A. Customer service doesn’t always add up.

B. Remember to say, “Have a nice day.”

C. Be sure to always put people before paperwork!




2.
Completing your paperwork BEFORE serving a customer tells that customer that 




they’re not as important as the project you’re working on.

A. True

B. False



3.
In the second scenario, what is Martha’s last name and what cardinal rule did she break?

A. Her last name is RUSH and she rushes her customers.

B. Her last name is SPEED and she’s very efficient at handling problems.

C. Her last name is TOAST and she’s burning to help her customers.

D. Her last name is HUSH and she’s good at quieting down customers.




4.
What happens when you rush your customers?

A. They appreciate your high level of efficiency.

B. Customers feel especially important to know how fast you’re working for them.

C. Customers might feel threatened and you could misunderstand the customer’s needs.

D. Customers understand you are busy and that you only have time to speak to family members.




5.
Most people know to smile on the phone, but what added step was encouraged?

A. Always check your caller ID BEFORE answering.

B. Be friendly BEFORE you know who it is.

C. Let the call go to your voice mail.

D. Ask your coworker to take your calls when you’re having a bad day.




6.
Marvin Mope was guilty of

A. showing how much he enjoys his work.

B. sounding mopey with customers and showing his personality only after he knew it was a friend on the phone.

C. displaying high energy on each and every call.

D. being a snappy dresser.

Post-Program Quiz ~ Six Cardinal Rules of Customer Service
  (Cont.)




7.
How important is using your personality on a business call?

A. You should save your good personality for the weekend. Customers expect a quick, efficient experience.

B. It’s overrated. People put way too much emphasis in using personality in business situations.

C. Very important! Your personality is one of the best tools you have for delivering excellent service to your customers.

D. Not important because it’s more efficient to be curt and boring.




8.
What was the lesson we learned from Bert Busy’s segment?

A. Customers respect you when you’re busy with a lot of projects.

B. Don’t be too busy to be nice to customers.

C. If business is going well, there’s really no need for great customer service.

D. Having more than one phone on your desk allows you to serve twice as many customers.




9.
It’s a good habit for you to handle a customer while also checking your emails.  





A.  True




B.  False



10.
How did Joanie Jargon intimidate and irritate her customers?

A. By threatening to close their accounts.

B. By placing them on hold for long periods of time.

C. By rushing her customers.

D. By confusing her customers with using internal company jargon and abbreviations.




11.
What lesson was learned from Buck Passer?

A. To do the minimum.

B. Don’t pass counterfeit money.

C. Take ownership; be accountable and responsible.

D. Never laugh on a business call.

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 Six Cardinal Rules of Customer Service both in the workplace as well as at home.

What will you commit to change in 21 days? Which Six Cardinal Rules of Customer Service 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: Six Cardinal Rules of Customer Service
1. People Before Paperwork

♦
Give the customer or visitor your complete attention.

♦
Remember—the customer or visitor always comes before paperwork or any other task.
2. Don’t Rush Customers

♦
Learn how to redirect calls.

♦
Take time to get all the information.

♦
Remember—avoid rushing your customers and coworkers.
3. Be Friendly BEFORE You Know Who It Is

♦
Treat all customers equally.

♦
Use your personality.

♦
Remember—customers mirror the way they’re treated.

4. Don’t Be Too Busy To Be Nice

♦
Don’t give short, one-word answers.

♦
Don’t be abrupt with customers or coworkers.

♦
Keep your sense of humor.

5. Don’t Use Military Language on Civilians

♦
Use easy, understandable words.

♦
Avoid using company jargon on customers and new employees.
♦
Explain unfamiliar words or terms.

6. Be Personally Accountable – Don’t Pass the Buck

♦
Take ownership; be accountable and responsible.

♦
Remember your ABCs – don’t accuse, blame or complain.

♦
Always seek solutions and don’t be afraid to accept responsibility.

Answers to Pre-Program and Post-Program Quizzes ~ Six 
   Cardinal Rules of Customer Service
PRE-PROGRAM

ITEM
CORRECT

NUMBER
RESPONSE

  1.
C

  2.
A

  3.
B

  4.
A
  5.
A

  6.
A

  7.
B

  8.
C

  9.
B

10.
B

POST-PROGRAM

ITEM
CORRECT

NUMBER
RESPONSE

  1.
C

  2.
A

  3.
A

  4.
C

  5.
B

  6.
B

  7.
C

  8.
B

  9.
B

10.
D

11.




           C
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