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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: Business Friendly Customer Service

Any person who transacts business on the telephone or in person for any organization plays a critical role in that organization’s success. Given the importance of this function, the goal of this program is to: Empower team members with the critical skills necessary to create Business Friendly relationships.
Objectives:

In support of this goal, participants who have successfully completed this course will have demonstrated, through written, verbal, and/or Skill Practice exercises, the ability to:

· list six critical elements of effective communications that must be actively

managed to ensure courtesy in business;

· name the major components of these elements and state at least one Business 

Friendly technique for each;

· list six inappropriate techniques remedied by the Business Friendly approach, and

state the suggested alternative technique; and

· demonstrate, by participating in the discussions and completing the Skill Practice

exercises, effective application of Business Friendly courtesy.

The long-term value of this program creates a need to utilize the content in a variety of different uses. The following outline is based on a more traditional approach of showing the program in its entirety, then participating in discussions.

Additional uses include:


●  One Key Point at a time during a staff meeting


●  Use a single segment as a buy-in activity


●  Individual Key Points can be used to add another dimension to other training 
    programs

Training Outline:  Business Friendly Customer Service
 I.
Introduction to the Topic (See “The Goal of the Course” on page 3)
(3 min.)

A.
State the goal of the course in your opening comments

B.
Include the class objectives

 II.
Getting Acquainted (see “Before You Begin: Tips for Trainers” on pages 5-7)
(15 min.)

A.
Introduction of trainer

B.
Use an icebreaker activity or buy-in activity

C.
Administer the Pre-Program Quiz (pages 8-9)

III.
View Program: Business Friendly Customer Service
(18 min.)

IV.
Application of Key Points
(45 min.)

A.  For each Key Point: 

♦ Ask the class discussion questions provided in the Leader’s Guide

♦ Have participants complete the accompanying Participant Workbook pages

♦ Optional: Use corresponding Skill Practices
B.  Administer the Post-Program Quiz (pages 22-23)

V.
Wrap Up (see “Before They Go” on page 24)
(15 min)

A. Select method of review

B. Use a commitment activity

C. Hand out Desktop Reminder Cards

D. Ask participants to complete evaluation

NOTE: 
The normal total length of this class is approximately 90 minutes using the Key Point discussion questions only. For each Skill Practice activity included in the session, increase the total length of the class by approximately 10 minutes. For example, if using Skill Practices #1, 3 & 5, the total length of the class is approximately 2 hours. Depending on the time available and with some imagination, the training can be as short as only watching the program or extended to a full day session.

Before You Begin: Tips for Trainers

To help participants receive the maximum benefits from this course, here are some tips for success:

Assemble Learning Resources

■
Locate DVD program Business Friendly Customer Service and companion CD that includes the PowerPoint presentation and Participant Workbook.

■
Using the PowerPoint Presentation and Participant Workbook for attendees will greatly enhance the training. (To customize your training materials, your organization logo may be inserted in the PowerPoint and Workbook.)

■
Desktop Reminder Cards for each participant will encourage behavior modification after the class.

■
You’ll need:


A flip chart, or white board and markers, or chalkboard and chalk.


Media equipment: TV with DVD player or computer with DVD drive, speakers and screen or wall.

Create a Comfortable Learning Atmosphere

■
Choose a comfortable, well-lighted room with no distractions.

■
Arrange straight tables in a U-shaped set-up or use round tables. Either way, it is important that each participant be able to make eye contact with other participants.

■
Use name tents or name tags for participants.

■
Encourage note taking by using the Participant Workbooks or supply pencil and paper. 

■
Introduce yourself. Give the participants a brief sketch of your background, your experience and how you relate to the training subject. The more comfortable the participants are with you, the more effective you will be in facilitating their learning.

■
Allow the participants to get comfortable with each other. Use self-introductions or icebreaking exercises to get the group relaxed. 

1.
The participants can use your introduction as a model, which will help them overcome any natural reluctance to talk about themselves.

2.
Divide the class into groups of two. Give each pair of participants a few minutes to interview each other. Each one in turn introduces his or her partner to the group. This will speed the process of getting the participants to function as a group.

3.
Multiple sources for icebreaker exercises exist. Bring your own or visit your favorite bookstore or local library for ideas.

■
Schedule breaks as needed.
Before You Begin: Tips for Trainers (Cont.) 
Create a Comfortable Learning Atmosphere (Cont.)
■
Acquaint the participants with “housekeeping” items. Advise the participants regarding the important features of the training environment (e.g., location of restrooms and lounge facilities, breaks, etc.).

■
Establish clear goals. The specific learning objectives for this class are included in the Leader’s Guide (page 3). Keep in mind that the clearer the participants’ understanding of their objectives, the more likely it is that they will achieve those objectives. 

Involve the Participants

■
The corresponding Participant Workbook provides a Pre-Program Quiz. This activity has a dual purpose. Use it as a pre-test or buy-in activity, which sets the stage for immediate involvement. Reviewing the answers of the Pre-Program Quiz as well as the Post-Program Quiz at the end of the training session is very effective to reinforce the new skills and techniques learned in this session. 

■
Choose the segments of the program that best meet your needs. Decide the viewing method that works best (start/stop, all inclusive, minus the review segment, etc.). 

■
When using Telephone Doctor Participant Workbooks, there are a variety of ways to complete the questions.


1.
Divide participants into two groups, assign each group a page and have the group prepare to discuss one or two questions from each page.


2.
Prior to class, instructor selects most pertinent questions to be completed during class.


3.
Assign homework to participants to complete remaining questions.

■
Verify participant understanding by asking questions. They should do most of the work. Resist the urge to take over. Facilitate, but don’t dominate. Ask questions, coax answers, encourage give and take.

■
Encourage involvement of the participants by beginning questions with phrases such as:



“What did you think about that?”



“Tell me what you just saw.”



“How do you relate to that vignette?” 



“That was interesting; what was your take on it?”



“What were your initial impressions?”



“How did that scene make you feel?”

Before You Begin: Tips for Trainers (Cont.)

Involve the Participants (Cont.)

■
Reduce participants’ apprehension by positively reinforcing their comments with statements such as:



“That’s interesting; tell me more about what you mean.”



“I hadn’t considered that angle yet.”



“Good point.”



“Okay, thanks for sharing that with us.”



“That’ll be one of the things we need to consider.”



“I really like your insight.”



“That’s sure a unique perspective. Who else has some ideas?”

■
Reward participants for their enthusiastic participation. Prizes are always coveted.

NOTE:
Telephone Doctor encourages you to create your own Skill Practices for each Key Point to simulate issues specific to your organization.
Pre-Program Quiz ~ Business Friendly Customer Service

Before watching the program Business Friendly Customer Service, have the participants answer the questions below to the best of their ability. Review the answers as a group at the end of the training session.




1.
Being friendly with customers is a technique you should use

A. only on routine transactions with repeat customers.

B. only with irate customers to calm them down.

C. on every transaction, every day.




2.
Being Business Friendly not only involves more than using the customer’s name, it 




also includes

A. offering more than the minimum, smiling, being genuine and enthusiastic.

B. speaking in an extremely casual and upbeat manner.

C. speaking in a very formal, cool and aloof manner.




3.
When you take the friendly out of Business Friendly, all you have is business as usual.




A.  True





B.  False



4.
If there is a problem, showing that the customer is wrong 

A. might take a while, so keep at it.

B. shows that you take pride in doing things correctly.

C. is ineffective and needs to be avoided.




5.
The smile in your voice in any interaction plays a big part in starting the conversation off on the right foot.





A.  True





B.  False



6.
It is important to smile, even if the customer can’t see you because

A. the customer will be able to “hear” your smile.

B. it helps you speak more clearly.

C. the boss might be watching.

Pre-Program Quiz ~ Business Friendly Customer Service (cont.)




7.
Customers often make comments about things not related to business. This is a distraction and should be ignored.





A.  True




B.  False




8.
In many service situations, it is common to handle repetitive transactions where you get the same questions over and over. As the day goes on and your energy lags,

A. it is okay to become desensitized because the customer knows you’re tired.

B. get an extra cup of coffee to keep yourself energized to answer enthusiastically.

C. remember that every call is unique; don’t become desensitized.




9.
If you’re having a really bad day and you’re upset, it’s sometimes acceptable to let this Emotional Leakage out to customers to help them understand why you aren’t very friendly when they call.  





A.  True




B.  False



10.
If a customer is obviously wrong, it is better to solve the problem than to argue about it.

A. True

B. False




11.
Negative situations that can lead to Emotional Leakage are typically




A.  from problems or conflicts of all types.





B.  from work-related problems or conflicts.





C.  from personal problems or conflicts.

Discussion Questions – Key Point #1: Be Business Friendly 

1.
“Businesslike” and “Friendly” mistakenly have been considered opposites. How can these characteristics be combined to provide better service?
♦
The best way is to find the middle ground between being too cold or impersonal and the other extreme of being too friendly.
2.
Most business transactions involve a wide variety of situations from the highly routine to the highly emotional. Regardless of the situation, how can you stay businesslike and still demonstrate friendliness to the other party?

♦
Put a smile on your face. A smiling voice lets customers know you intend to give more than the minimum to deal with their situation.
3.
Think of a recent business situation in which the other party was saying pleasant things, but sounded as if the comments were being read from a script. Was that friendly?

♦
Participant experiences along this line will show such a person is not really being friendly. Friendliness implies sincerity.
♦
Go beyond the minimum to make certain the other party knows the smile in your voice is genuine. Strive to consistently exceed customers’ expectations.

4.
If the idea is to establish a warm relationship with the customer, why are you cautioned not to go to the other extreme? How can you be “too familiar” with the customer? Has it ever happened to you? What happened? How did you respond?

♦
In guiding the discussion on this point, remind the participants that a Business Friendly relationship, like any other one, starts small and grows.

♦
Remind the participants that the term Business Friendly implies that we are to be as friendly as possible within the bounds of professionalism and accepted business etiquette.

TELEPHONE DOCTOR PRESCRIPTION:

1.
Business Friendly is the middle ground between being too cold and impersonal and the other extreme of being too familiar.

2.
Business Friendly also includes having a smiling voice; being genuine; being enthusiastic; and

offering more than the minimum.

Skill Practice – Key Point #1: Be Business Friendly
Facilitator Note:  Please make sure everyone gets a chance to participate. There are no right or wrong answers in brainstorming, so encourage the participants to share whatever comes to mind.
In this group exercise let’s demonstrate three types of customer service:

· Employee A – Old-Fashioned Business Formal
Robotic, scripted, abrupt, cold, aloof, uncaring formal verbiage

· Employee B – Over-the-Top Business Casual
Too personal, excessive enthusiasm, very casual verbiage

· Employee C – Middle Ground Business Friendly 
Nice personality, comforting, sincere, guides conversation

Divide your participants into three groups and assign one type of employee (A, B, or C) to each group.

Instruct each group to create a list of phrases or words that a customer would expect to hear from that employee.

As a class, discuss why balance is so important in your organization.
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Discussion Questions – Key Point #2: Every Call Is Unique – 

 Don’t Become Desensitized

1.
Many calls that you may take (or make) on the job are similar enough to become quite repetitive over time. How can you still give excellent service on every call?

♦
Remember that what is “old hat” to you may be brand new to the other party.

♦
What is routine to you may be the most important call of the day for the other party.

♦
Like an actor in a play, you perform for a new audience each time. The phone is your stage; the receiver is your curtain. When the receiver goes up, you’re “on!” The customer is your audience.

2.
Most people who take a lot of calls can’t help being at least a little tired at the end of the day. What’s wrong with that?

♦
Being tired is not the problem. Sounding tired is. If your voice is tired and not enthusiastic, you’ll come across as bored and uncaring. 

♦
Allowing your fatigue to desensitize you can cost you customers.

3.
Staying “up” for each call can be challenging, especially after a particularly tough call or two, or toward the end of a long day. How can you keep those things from affecting the service you give on each succeeding call?

♦
Remind yourself that the party you’re speaking with now is not responsible for (or even aware of) those tough calls you’ve had earlier in the day.

♦
To that person, the call and the need are unique. Treat the person that way.

4.
If you were to give a “Sounds Bored Award” to a person you’ve spoken with on the phone, who would receive it? Why do people sound that way? How can you avoid receiving a similar award from the people you talk with? Have participants describe their “nominees” (not by name, but by type of work or company). Responses might include

♦
the number or nature of calls the person handles daily, or

♦ 
physical and environmental factors.

Solutions might include things such as

♦
remembering it isn’t routine to the other person, or

♦ 
each customer deserves your energy and enthusiasm as much as the first.

TELEPHONE DOCTOR PRESCRIPTION:

1.
Make yourself a star every time! Each call is unique.
2.
Like an actor in a play, when the receiver goes up, you’re “on!”

3.
Remember – every call is unique; don’t become desensitized.
Skill Practice – Key Point #2: Every Call Is Unique – Don’t 

 Become Desensitized

Facilitator Note: Complete the exercise below and have a group discussion.

Let’s define what we mean by being desensitized. Desensitized is known also as Compassion Fatigue – a loss of sympathy toward others and lacking the desire to help. It is the temporary inability to respond to a situation as a result of overexposure.

On a board or large paper, brainstorm the traits of a Desensitized Service Representative.

Typical responses are given below. List them on your board or paper for all to see.



Discuss results and methods we can take to prevent these traits.


Discussion Questions – Key Point #3: Solve the Problem – Don’t 
 Argue
1.
Helping a customer is sometimes made more complicated by a mistake or misunderstanding on the other person’s part. What additional challenge does that create to your giving good service?

♦
You may have the urge to point out the other person’s error as Steve, the valet, first did in the program. Resist that urge.

♦
Go to work solving the problem. The other party’s problem or need should be the main focus of the call. In the second scenario, Steve overlooked the customer’s obvious error and worked to solve the problem. 

2.
Think of a recent business transaction you handled where the other party’s problem was the result of their own mistake. How did you handle it? What was the other person’s response? If you could handle it again, what would you do differently?

 ♦
As you collect the accounts of their experiences, focus the participants’ attention on the fact that arguing and blaming do nothing to solve the problem.

3.
When the other party is clearly in the wrong, why not point it out? After all, shouldn’t you take pride in knowing your job and doing things correctly?

 ♦
Taking pride in your work is a good thing, but it’s not the purpose of the call. Knowing who is responsible for a problem won’t do a thing to help solve it. Pointing fingers and placing blame are distractions you and the other person can (and should) do without.

♦
Instead of talking about who did what that was wrong, just go to work on straightening out the problem, as Steve did. That’s Business Friendly customer service.

TELEPHONE DOCTOR PRESCRIPTION:

1.
Focus your attention and effort on solving the problem.

2.
Be Business Friendly. 

3.
Remember – solve the problem; don’t argue.

Skill Practice – Key Point #3: Solve the Problem – Don’t Argue

Facilitator Note: Complete the exercise below and have a group discussion.

1. Let’s make a PLAN OF ATTACK to solve problems.

· Discuss recurring problems or issues that happen at your organization. (Examples: delays, wrong items shipped, miscommunication, invoice errors)

· Divide participants into small groups. Assign a recurring example and ask each group to answer the following questions.

1. What Business Friendly questions can we ask to collect additional information to determine needs?

2. How can we convey that “Help is on the way” with a positive attitude? 

3. What options can be offered when we reconnect with the customer to help solve the problem?

2. As homework, ask participants to apply their own “PLAN OF ATTACK” and share the results with others in the next weeks. (Leaders can offer small incentives for responses and share the recapped examples.) 



Discussion Questions – Key Point #4: Show Empathy – Don’t 
   Ignore What They Say
1.
In a number of cases, the situation you handle at work will include the other party’s description of an event or situation. How should you respond to the person’s statements in order to give good service without losing the focus?

♦
Respond with sincere empathy. Keep in mind that descriptions like these can give you important information about the nature or urgency of the situation.

2.
What is empathy and what place does it have in a business transaction?

♦
Empathy is the ability to share another’s thoughts, emotions or feelings.

♦
Showing empathy sends a signal to the other person that you care about the situation and want to help.

3.
Not every transaction involves a serious situation or an urgent need. Where does empathy fit in if there isn’t any strong negative element in the other party’s remarks?

♦
Empathy isn’t limited to negative situations. There are plenty of occasions where nice things happen that give you the chance to let the other person know you understand and share in the feelings, thoughts, and emotions expressed.

♦
Above all, let the other party know you were listening to (not ignoring) what was said. In the program, when Paige told Jeremy that she was taking her first trip to South America and wanted to make sure her car insurance was valid there, Jeremy acknowledged what she said in a Business Friendly manner and proceeded to check her policy. 

TELEPHONE DOCTOR PRESCRIPTION:
1.
Good or bad, don’t ignore what the other person is telling you.

2.
Respond appropriately to the customer’s comments.

3.
Remember – show empathy and be Business Friendly.
Skill Practice – Key Point #4: Show Empathy – Don’t Ignore 

 What They Say
Facilitator Note: Complete the activity below.
· Listening and restating the emotions expressed are key components to showing empathy.

· Ask three volunteers to act out the scenario below or you can choose a situation from your own organization.

Situation: A fast-talking customer is transferred to you and is very unhappy that your organization’s website isn’t working correctly and has been down for two minutes. The customer wants to track a backordered item that is scheduled to arrive in a few days.

Volunteer #1 Customer
“I need help with my order.”

Volunteer #2 INEFFECTIVE  Employee
“Hey, we’re really busy, it’s the end of the month and we’re short staffed again. To make matters worse, we’re launching a new computer software program.” 

Volunteer #3 EFFECTIVE Employee
“I apologize. Our website is down. That can be frustrating, especially when you need to track your shipment. Again, my name is [your first name]; thank you for bringing this to my attention. Let me get you that information. And I’m speaking with?”

“Thanks [use customer’s name], do you happen to have your order number handy? Are you able to hold while I research your shipment? Thanks.”

Which sounds better? As a group, discuss how the customer would feel after each of these conversations. 





Discussion Questions – Key Point #5: Smile – Don’t Be Cold
1.
When talking face-to-face with someone else, most people would prefer to deal with a smiling person rather than a cold or gloomy one. How does that preference apply to talking with people on the phone?

♦
The preference is the same, even though the other person will be hearing your smile instead of seeing it.

♦
People can hear the difference a smile makes. 

2.
When talking with people on the phone, we often form a mental image of what that person’s face looks like. Of the last ten calls you have handled, how many of the people would you picture smiling? How do you think they pictured you? 

♦
As participants present their recollections, focus the discussion on the relative number of smilers and frowners they describe. Let them decide for themselves if they are part of the solution or part of the problem.

♦
Help them remember that a smiling voice gets the call off on the right foot. 

3.
Why is it so important to smile when you are talking with someone on the phone? 

· The smile makes all the difference in the world.

· If there is no smile on your face, there won’t be a smile in your voice. Without that, the other party gets the idea that you aren’t very friendly.

TELEPHONE DOCTOR PRESCRIPTION:

1.
Business Friendly customer service depends on your smiling, friendly voice.

2.
Don’t be cold. If there is no smile on your face, there won’t be a smile in your voice.

3.
Remember – SMILE! You can hear it!

Skill Practice – Key Point #5: Smile – Don’t Be Cold
Facilitators Note: Complete the activity below, then share and compare answers.

Telephone Doctor has a wonderful statement: “A phony smile is better than a real frown.”

Allow 5-10 minutes for this activity. Divide your participants into two groups.

Ask both groups to make two lists on a board or large paper. Have the participants share their experiences with various organizations with which they have transacted business. Discuss the differences between businesses that have a great reputation for hiring friendly and personable staff and other businesses whose staff seem unfriendly and choose not to smile. 


When lists are complete, ask the two groups to share answers and compare similarities and differences.





Discussion Questions – Key Point #6: Avoid Emotional Leakage
1.
Have you ever placed a call and had the answering party pick up the phone and immediately snap, snarl, or shout at you? How did you react? How did the call end?

♦
As the participants relate their experiences, focus the discussion on how the other party’s behavior made them feel. Have them describe their instinctive reaction.

2.
Recall a situation in your job when you answered a call in a growling, irritable manner. What were the circumstances that led to your doing that? How did the customer respond to your behavior?

· Ask the participants to develop a list of negative incidents that might prompt this behavior.

· Such a list might typically include things like “a previous irate customer;” “chewed out by the boss;” “conflict with a coworker;” “personal problems,” etc.

· As they discuss customer responses to this behavior, encourage the participants to note that a negative approach most often leads to a negative response.

3.
In most cases, the answering party’s “bad mood” has nothing to do with this call. So why does the new calling customer get blasted? 

♦
It’s called Emotional Leakage – getting mad at Peter, then taking it out on Paul. Simply stated, Emotional Leakage is the carrying over of negative feelings (anger, frustration, etc.) from one situation to the next. 

4.
Everybody has a “bad day” once in a while, and stressful situations can occur on any job. Doesn’t that imply that some Emotional Leakage is just an ordinary part of life at work? Why make a point of avoiding it?

· Unfortunately, Emotional Leakage is far too ordinary in business today. Excellent customer service means going beyond the ordinary to give every customer your very best. It means being “extra-ordinary.”

· The main reason for avoiding Emotional Leakage is that it’s unfair to the customer. Keep in mind that the next calling customers are probably not aware of, let alone responsible for, whatever has upset you. Why punish them for it?

· Emotional Leakage also can be costly to your organization. Remember the scenario in the program where the customer, Lee, hangs up on Jeremy when Jeremy started to spout and spew about his bad day? Customers who are insulted, offended, or intimidated by this behavior may just decide to take their business elsewhere.

· Never service a customer when you are in a negative mood. Let the phone ring one extra time to regain your composure; shift gears emotionally; pause and take a deep breath; smile; and handle the situation.

TELEPHONE DOCTOR PRESCRIPTION:

1.
Avoid Emotional Leakage (carrying negative feelings from one situation to another).

2.
Never service a customer when you are in a negative mood.

3.
Remember – Emotional Leakage is unfair to the customer.

Skill Practice – Key Point #6: Avoid Emotional Leakage
Facilitator Note: Complete the exercise below and have a group discussion to recap. 

Emotional Leakage is a form of revenge and retaliation, aimed at an innocent party. Emotional Leakage is usually temporary, but the damage is permanent.

Ask participants to help fill in the missing words for Key Points from this program:

1. Regain your professional __________________.

2. __________ gears emotionally.

3. Pause and take _________________________.

4. ( _________________.

5. Handle the _________________.

On a board or large paper, launch a brainstorming session and ask everyone to share a few of their Emotional Leakage triggers:






Post-Program Quiz ~ Business Friendly Customer Service




1.
Business Friendly is being overly enthusiastic and casual.

A. True

B. False



2.
A smile can be seen and not heard.

A. True

B. False



3.
In the fourth scenario, Emily called Jeremy to get a copy of her insurance policy because she had a serious fire at her house. How should have Jeremy responded?

A. He should have shown empathy by telling her he was sorry for her loss and would get her another copy immediately.

B. He should have shown empathy by telling her about his neighbor’s house burning down.

C. He should have ignored what she said about the fire and asked her for her full name and zip code to keep the conversation businesslike.




4.
It is better to have a phony smile than a real frown.

A. True

B. False




5.
When people experience an occasional bad day, the best way to handle calls is

A. don’t answer the phone.

B. regain composure, shift emotional gears, pause, smile and handle it.

C. take a deep breath, explain your situation to the customer and hope for the best.




6.
In dealing with a situation involving a problem obviously caused by someone else’s error, the best thing to do is

A. refuse to address the problem until the other person admits responsibility.

B. forget about who is at fault and concentrate on solving the problem.

C. make an objective effort to determine who is at fault then solve the problem.




7.
What is the biggest mistake service organizations make?

A.  Being genuine and enthusiastic about serving the customer.

B.  Letting Emotional Leakage occasionally seep through on a call.

C.  Their people aren’t friendly enough.
Post-Program Quiz ~ Business Friendly Customer Service
  (Cont.)




8.
Being desensitized is a common ailment. Why is it unpleasant to the customer?

A.  It makes you sound like you are bored and uncaring.

B.  It makes you sound tired and lacking enthusiasm.

C.  Both A and B.




9.
Since customers themselves have an occasional bad day, most of them won’t react badly if you are in a bad mood.  





A.  True




B.  False



10.
Answering many calls or answering repetitive calls all day may cause you to become

A. angry.

B. happy because you don’t have to think about a lot of answers.

C. desensitized.




11.
What is finding the middle ground between being too cold, impersonal and uncaring and the other extreme of being too familiar?

A.   Desensitization.

B.   Emotional Leakage.

C.   Business Friendly.



12.
What should we do when customers insist that we have made a mistake, but it is clear to you that they are wrong?


A.   Ask them to calm down and ask if they have an invoice or other proof.

B.   Tell them that you understand they are upset, but they’ll just have to deal with it.


C.   Tell them you understand they are upset and you will work to solve the 

 problem.
Before They Go

In order to reinforce the skills and techniques that have been addressed, choose one or more of these reinforcement options:

Suggested Methods of Review
· Discussion questions are provided in this Leader’s Guide for your use.

· The companion PowerPoint presentation is a useful way to reinforce the Key Points made during the course. Notice the Key Points are identical to Telephone Doctor Prescriptions located throughout the Leader’s Guide and Participant Workbooks. 

· After viewing the program, consider using the Pre- and Post-Program Quizzes ~ Business Friendly Customer Service as group discussion questions and evaluate the different responses.

For Continued Success
· Change is more likely to occur if participants commit to implementing skills and techniques discussed during this course. Various resources are available illustrating commitment exercises. We have included “A Call to Action” exercise in both the corresponding Participant Workbook and this Leader’s Guide.

· In order to evaluate training success and identify areas to improve, provide participants with the opportunity to evaluate the training by using an evaluation survey. (See sample below.) This is a prime opportunity to identify future training needs.

· Hand out Telephone Doctor Desktop Reminder Cards or the Key Points in the back of this guide. They provide participants with a quick reference of important Key Points discussed in the course. This enables participants to have an ongoing reminder of skills needed for improvement. 

TRAINING EVALUATION

Thank you for attending a Telephone Doctor workshop today!

Please take a minute to let us know your feelings.

Rate the following: 1 - 5 (5 being the best)

( This course was useful & I enjoyed it
1
2
3
4
5
( Material related to my job
1
2
3
4
5

( Topics were clear & easy to understand
1
2
3
4
5
( I will use these skills
1
2
3
4
5
( Please rate the instructor 
1
2
3
4
5
( Overall rating for this class
1
2
3
4
5

Comments are appreciated: 



Your Name: 
 Date: 


Instructor: 


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 Business Friendly Customer Service techniques both in the workplace as well as at home.

What will you commit to change in 21 days? Which Business Friendly 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 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: Business Friendly Customer Service
1.
Be Business Friendly
♦
Business Friendly is the middle ground between being too cold and impersonal and the other extreme of being too familiar.

♦
Business Friendly includes having a smiling voice;

being genuine; being enthusiastic; and offering more than the minimum.
2.
Every Call Is Unique – Don’t Become Desensitized

♦
Make yourself a star every time! Each call is unique.

♦
Like an actor in a play, when the receiver goes up, you’re “on!”

♦
Remember – every call is unique; don’t become desensitized.
3.
Solve the Problem – Don’t Argue

♦
Focus your attention and effort on solving the problem.

♦
Be Business Friendly.

♦
Remember – solve the problem; don’t argue.

4.
Show Empathy – Don’t Ignore What They Say

♦
Good or bad, don’t ignore what the other person is telling you.

♦
Respond appropriately to the customer’s comments.

♦
Remember – show empathy and be Business Friendly.

Key Points: Business Friendly Customer Service
   (Cont.)
5.
Smile – Don’t Be Cold
♦
Business Friendly customer service depends on your smiling, friendly voice.

♦
Don’t be cold. If there is no smile on your face, there won’t be a smile in your voice.
♦
Remember – SMILE! You can hear it!

6.
Avoid Emotional Leakage

♦
Avoid Emotional Leakage (carrying negative feelings from one situation to another).

♦
Never service a customer when you are in a negative mood.

♦
Remember – Emotional Leakage is unfair to the customer.

Employee C





Employee B





Employee A





One thing everyone in the world wants and needs is friendliness.


								—William E. Holler








REMEMBER: Business Friendly is the middle ground between being� too cold and impersonal and the other extreme of being too familiar.





REMEMBER: The customer always comes before paperwork.





REMEMBER: 	The customer always comes before the paperwork or any other task.





DESENSITIZED CUSTOMER SERVICE REP


Abrupt


Rude


Unfriendly


Quiet


Zombie


Rushed


Impatient


Harsh, etc.





Be kind, for everyone you meet is fighting a tough battle.


											—Plato








REMEMBER: Every call is unique; don’t become desensitized.








Who wins an argument? In reality, nobody wins.





									—Dale Carnegie





REMEMBER: Solve the problem; don’t argue.








The great gift of human beings is that we have the power of empathy.


												—Meryl Streep





REMEMBER: Show empathy and be Business Friendly.








REMEMBER: Don’t rush customers.








SMILING ( STAFF 





FROWNING  STAFF





Today, give a stranger one of your smiles. It might be the only sunshine he or she sees all day.





							—Compiled by H. Jackson Brown





REMEMBER: SMILE! You can hear it!








REMEMBER: 	Explain unfamiliar words or terms.








Emotional Leakage Triggers





Traffic / Construction 


Spouse / In-Laws


Kids / Family / Friends


Unexpected Repairs / Bills


Co-Workers / Management  


Pets   


Money Issues 


Delays / Waiting in Line   


Being on Hold


Weather





Speak when you are angry and you will make the best speech you will ever regret.





										— Ambrose Bierce





REMEMBER: Emotional Leakage is unfair to the customer.








REMEMBER: Emotional leakage is unfair to the customer.








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


.











PAGE  

