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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 video program is presented by Nancy Friedman, our founder and president. Through videos, 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.

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?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 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?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 video “Proactive 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 video, is included.

2.
Before watching the video, complete the Quiz on “Proactive Customer Service”. Retaking this Quiz after watching the video and completing the Participant Workbook will allow you to measure your own improvement.

3.
Now it’s time to view the video.  We suggest first watching the entire video.  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 video, 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 Inventorytc \l1 "Before-and-After Skills Inventory
Before watching the video - PROACTIVE CUSTOMER SERVICE - answer the questions below to the best of your ability.  Do not score your answers yet.  Wait until you complete the second part of the Before-and-After Skills Inventory at the end of the course.  Then score both your "Before" and "After" responses. You'll find the correct answers on page 18 of this workbook. The difference between the two scores will show you how much you've learned in the course.

	
	
	
	Before
	After

	 1.
When dealing with customers, a good objective is to meet their expectations     with the minimum effort.  (T or F)


	
	
	□
	□

	 2.
Many times, customers will say things to you that have nothing to do with business.  Instead of responding to these, you should be quiet and wait for the customer to get down to business.  (T or F)


	
	
	□     
	□

	 3.
No two people have the same personality.  Because of that, customers get the best service when you:

a.
match your personality to theirs;

b.
use your personality; or

c.
keep your personality out of it and stick to business.


	
	
	□     
	□

	 4.
An important first step in making business friendships is to:

a.
have a ready supply of clever or witty things to say;

b.
ask a few personal questions of the customer; or

c.
display a caring attitude.


	
	
	□    
	□

	5. The ability to build rapport is an inborn one - either you have it or you don't.   

                   (T or F)


	
	
	□   
	□

	 6.
Building rapport with customers makes your job more pleasant, but it really      has no constructive business purpose.  (T or F)


	
	
	□
	□

	 7.
When customers make statements with a personal, rather than a business,    frame of reference they're trying to tell you they want:

a.
to be treated like people;

b.
some special treatment or unusual favor; or

c.
to kill a little time.


	
	
	□
	□

	 8.
Opportunities to build rapport with customers can slip by if you're not careful.       A good way to be sure you don't miss one is to:

a.
come right out and ask, "What can I do to make you happy?”

b.
ask a great many probing questions; or

c.
listen carefully to what the customer has to say.


	
	
	□
	□

	 9.
There is a Rapport Building Opportunity in every customer contact.  (T or F)


	
	
	□
	□


	
	
	
	Before
	After

	
	
	
	
	

	10.
Which of the following statements is a Rapport Building Opportunity?

a.
"Our order was supposed to be in yesterday . . .” 

b.
"This is my first day on the job . . .” 

c.
"I left a message yesterday, and nobody called me back!"


	
	
	□
	□

	11.
To build rapport, you should encourage the customer's confidence by:

a.
conveying they came to the right place with an energetic, positive voice;

b.
answering questions with the fewest words; 

c.
telling the customer a little bit about yourself.


	
	
	□
	□

	12.
Follow-up questions should be avoided, since customers may be embarrassed that they forgot to tell you something.  (T or F)


	
	
	□
	□

	13.
Asking the customer a soft question like "By the way, are you aware of . . ." is: 

a.
the most polite way of changing the subject; 

b.
a good technique to avoid answering a question without annoying the customer; 

c.
another way of building rapport.


	
	
	□
	□

	14.
Asking a customer, "Is there anything else?" is not a good technique because: 

a.
it's too pushy; 

b.
it puts the burden on the customer; 

c.
it ignores the customer's present need.


	
	
	□
	□

	15.
Proactive customer service is not appropriate with an irate caller.  (T or F)
	
	
	□
	□



       Total Correct Answers:            □
        □
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□  -  □  ÷ □  x 100 = □   
                                         After             Before              Before                                                   % Improvement

How Did You Do?
Activity #1:  Three Levels of Customer Service
Review Questions:
1.
Customers who call or visit your company will get service on one of three levels. The worst of these is Passive Customer Service.  What is the definition of passive?          

2.
What behaviors identify this low level of service?                                                                                                                                                                                                                                                                                                                                                 

3.
On a slightly higher level (although certainly no credit to your company) is a person who delivers Average Customer Service. What words define Average?

4.
Why would we classify unsatisfactory service as average?                                               

5.
If this type of mediocre service is what customers most often get, what's so bad about it?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                              

Activity #1   Three Levels of Customer Service (cont)
Review Questions  
6.
Your company's customers deserve better. They deserve Proactive Customer Service.  What do we mean when we say proactive?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                        
7.
How do the three levels of service affect dealing with an irate caller?

TELEPHONE DOCTOR® PRESCRIPTION:
1.
Remember passive behavior means "under delivering" customer service.

2.
Average service is just mediocre and disappointing at best.

3.
Proactive service means exceeding the customer's expectations.

Activity #2:  Tools For Proactivity

Review Questions:
1.
Your first tool for proactivity is to be obviously friendly.  What does this mean?

2.
How does being confident make you seem proactive?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                             

3.
One important element of proactive service is the customer's confidence in you.  You can encourage that confidence by showing yours.  What can you do to show obvious confidence to your customers?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                          
4.
What role does rapport building have in exceeding customer’s expectations?

5.
What is a smiling question?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                             

Activity #2:  Tools For Proactivity (cont)
Review Questions:  
6.
Letting the customer know you can help is the next important step in building rapport.  What can you do to give customers that assurance?

7.
Asking intelligent follow-up questions is frequently overlooked. How do they help the total Proactive Customer Service effort?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                              

TELEPHONE DOCTOR® PRESCRIPTION:
1.
Be obviously friendly.

2.
Be confident.

3.
Build rapport.

4.
Ask "smiling,” questions.

5.
Assure them again that you can help.

6.
Ask intelligent follow-up questions.

Activity #3:  Rapport Building
Review Questions:

1.
The idea of developing rapport with customers has a nice sound to it, but what does it mean?  What is rapport?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                  
2.
How are the skills used in rapport building similar to social skills?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                            
3.
What do we mean by "making business friendships?"                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                             

4.
Building rapport obviously makes dealing with customers more pleasant, but is there a legitimate business reason for it?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                    

Activity #3:  Rapport Building (cont)

Review Questions 

5.
Recognizing and making the most of Rapport Building Opportunities (RBOs) is a key element in providing Proactive Customer Service.  What exactly are these RBOs?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                         
6.
Given the importance of RBOs to providing Proactive Customer Service, how can you be sure you recognize them when they happen?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                  

TELEPHONE DOCTOR® PRESCRIPTION:
1.
There is an RBO in every customer contact, face-to-face, or on the phone.

2.
Listen carefully to what the customer says.

3.
Respond to the customer's statement with sincere empathy.

4.
Ask a follow-up question to begin building rapport.

Activity #4:  Soft Questions Give Super Service
Review Questions:
1.
Proactive Customer Service is all about going the extra mile to help your customer.  How does the use of soft questions fit into this process?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                   
2.
Isn't the practice of using soft questions just an extension of building rapport? Or is it really an effective selling tool?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                     
3.
What are some examples of soft questions you can use in your job to give your customers additional choices?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                      
4.
The passive customer service approach virtually ignores the use of soft questions.  How is that actually a disservice to customers?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                               
Activity #4:  Soft Questions Give Super Service  (cont)
Review Questions:
5.
A person giving average customer service might ask, "Is there anything else?"  to give the customer access to additional services.  What's wrong with that technique?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                        
6.
What is there about the soft question approach that makes it superior?

7.
How are soft questions easy on you?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                       
8.
What additional products or services does your company offer that your customers may not realize?  What techniques are presently used to inform your customers of these offerings?                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                   

TELEPHONE DOCTOR® PRESCRIPTION:
1. Know your products and services to help you decide what will benefit the customer most.

2.
Give the customer a choice.

3.
Use these soft questions to inform the customer of additional offerings: "By the way, are you aware of . . ."

"While we're on the phone, has anyone told you about . . .?”

"One other thought - would it be convenient for you to have . . ."

A Quiz on Proactive Customer Service
      Note:
Now that you have completed the activity pages in this workbook, take a few minutes and use this quiz as a review of what you have learned.  You'll find the answers to these questions on page 19.
    
 1.
Putting yourself in the customer's shoes and reacting accordingly is one way of giving: 

a.
Passive Customer Service; 

b.
Average Customer Service; or 

c.
Proactive Customer Service.

    
 2.
Average Customer Service is acceptable, since that's what most people expect anyway.  (T or F)

    
 3.
The skills needed to build rapport with customers: 

a.
come naturally to most people; 

b.
can be learned and mastered; or 

c.
vary from person to person.

    
 4.
The best use of rapport building skills is to practice them: 

a.
with new customers; 

b.
with irate customers; or 

c.
with every customer.

    
 5.
You've taken a call, and the customer says, "I just got back from vacation this morning and found my shipment from you had come in, but half the order is missing!"  Which part of the customer's statement is a Rapport Building Opportunity (RBO)? 

a.
"I just got back from vacation this morning . . ." 

b.
“ . . . and found my shipment from you had come in . . ." 

c.
“ . . . but half the order is missing!"

    
 6.
The reason for listening carefully for Rapport Building Opportunities (RBOs) is that not every call will have one.  (T or F) 

    
 7.
Which of the following is not a way of building customer confidence in you? 

a.
Use a warm, sincere tone of voice. 

b.
Let the customer control the conversation. 

c.
Be knowledgeable about your company.

8. One way to let a caller know you can help is to smile when you ask a question.  


(T or F)

    
 9.
Asking soft questions: 

a.
is irrelevant to the customer's need; 

b.
denies the customer a choice; 

c.
may save the customer another call.

     10.
Proactive Customer Service is recommended: 

a.
on all customer contacts;

b.
only with those important external customer calls;

c.
with everyone except irate callers.

A Closing Word
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:

2. Memorize them;

3. Keep them in mind every time you use the telephone;

4. Practice them.

The last of the three is by far the most important.  Knowing how to use the telephone 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 company 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!
      Note:
Don't forget to complete the second part of the Before-And-After Skills Inventory on pages 4 and 5. Then score both your "Before" and "After" responses, using the Check-Up report on page 5. When you've finished, you'll have a good indication of how much you've learned in this course.

Key Points:  Proactive Customer Service
tc \l1 "A Closing WordOn 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:Memorize them;Keep them in mind every time you use the telephone;Practice them.The last of the three is by far the most important.  Knowing how to use the telephone 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 company 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!      Note:
Don't forget to complete the second part of the Before-And-After Skills Inventory on pages 5 and 6.  Then score both your "Before" and "After" responses, using the Check-Up report on page 6.  When you've finished, you'll have a good indication of how much you've learned in this course.Key Points:  Proactive Customer Service
1.
Three Levels of Customer Service
●
Remember passive behavior means, "under delivering" customer service.

● 
Average service is just mediocre and disappointing at best.

●
Proactive service means exceeding the customer's expectations.

2.
Tools For Proactivity

●
Be obviously friendly.

●
Be confident.

●
Build rapport.

●
Ask "smiling" questions.

●
Assure them again that you can help.

●
Ask intelligent follow-up questions.ADVANCE \d7
3.
Rapport Building

●
There is an RBO in every customer contact, face-to-face, or on the phone.

●
Listen carefully to what the customer says.

●
Respond to the customer's statement with sincere empathy.

●
Ask a follow-up question to begin building rapport.

4.
Soft Questions Give Super Service

●
Know your products and services to help you decide what will benefit the 
customer most.

●
Give the customer a choice.

●
Use these soft questions to inform the customer of additional offerings:  

"By the way, are you aware of . . ."   

"While we're on the phone, has anyone told you about . . .”?

"One other thought - would it be convenient for you to have . . ."


Before-and-After Skills Inventory Answers
      Note:
If you haven't completed both the "Before" and "After" portions of the Before-and-After Skills Inventory, do not score your responses yet. Refer to page 5 for instructions.

	
	ITEM

NUMBER
	CORRECT

RESPONSE

	
	1.
	F

	
	2.
	F

	
	3.
	B

	
	4.
	C

	
	5.
	F

	
	6.
	F

	
	7.
	A

	
	8.
	C

	
	9.
	T

	
	10.
	B

	
	11.
	A

	
	12.
	F

	
	13.
	C

	
	14.
	B

	
	15.
	F


	
	Fill out the

Check-Up Report

on page 5

and see how you did!
	


Answers to Quiz Questions tc \l1 "Answers to Quiz Questions 
	
	ITEM

NUMBER
	CORRECT

RESPONSE



	
	1.
	C

	
	2.
	F

	
	3.
	B

	
	4.
	C

	
	5.
	A

	
	6.
	F

	
	7.
	B

	
	8.
	T

	
	9.
	C

	
	10.
	A


Participant’s Notes:

Participant’s Notes:


