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THE KEY TO CUSTOMER  
SATISFACTION



4

SERVICE
The Customer Service First

Video Library

Service First Objectives
Help you to better understand what comprises your BEST;

Learn how to make sure your BEST is clear to others; and

Provide tools to help reduce stress arising from conflict or negative 
situations.

Going The DISTANCE...
What kind of commitment 

does it take?

Quality Service...
Is defined as meeting and exceeding the 

customer’s intellectual and emotional 
needs and expectations;
and then adding value.

What’s The Difference?
Poor Customer Service
Good Customer Service
Exceptional Customer Service

Our Goal...
Is to look at what we’re doing now and find better 
ways to deliver quality service to our customers.
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Who Are Our Customers?
Internal Customers

External Customers

The Internal Customer
In order for us to be a successful organizationin 
service to our external customers, we must first 
serve each other.

Service First
Video Presentation
Your Key to Customer Satisfaction

What Is Our Service Score?
How do we rate now?
What can we do to rate even better?
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DISCUSSION GUIDE

 1. What pereentage of dissatisfied customers switch to a competitor 
      because of poor service? Cheek the correct answer. 
     ___________ 20%
     ___________ 30%
     ___________ 40%
  
 2. List five benefits to our organization if  we can get customers to re
     turn more often.
     1. ________________________________________________________________
     2. ________________________________________________________________
     3. ________________________________________________________________
     4. ________________________________________________________________
     5. ________________________________________________________________

 3. Identify the difference between internal and external customers.
      __________________________________________________________________
      __________________________________________________________________
      __________________________________________________________________

 4. Who are the people at work (internal customers) that count on you?
      __________________________________________________________________
      __________________________________________________________________
      __________________________________________________________________

 Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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YOUR KEY TO CUSTOMER SATISFACTION

5.  In order to Provide quality service to both internal and external cus    
     tomer, which five principles must we practice every day?
    1. ______________________________________________________
    2. ______________________________________________________
    3. ______________________________________________________
    5. ______________________________________________________

6.  What are some of the reasons why you are important to the 
      company?
     _______________________________________________________        
     _______________________________________________________
     _______________________________________________________

ACTION PLAN
On a scale of 1 to 10, with 10 being the best, how would you rate the 
quality of service we provide to Our customers? Circle one.
      1          2        3         4         5         6       7        8        9        10

Make a list of five customer-service related issues or topics you would 
like to learn more about.
1. ________________________________________________________
2. ________________________________________________________
3. ________________________________________________________
4. ________________________________________________________
5. ________________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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DEVELOPMENT



10

SERVICE
The Customer Service First

Video Library

Together
Everyone
Achieves
More

TEAM

Teamwork Development
Steps to Successful Teamwork

Session Objectives
Define teamwork
Determine benefits of working as a team
Discuss four things that are important to teamwork
Practice four teamwork skills

Service First
Video Presentation

Teamwork Development

Definition Of Teamwork...
The action or effort of  people working

together  as a group.
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What are some of the benefits of  working as a team?

Four Teamwork Practice Skills
Define team goals
Define team approach
Define necessary skills
Hold yourself accountable

Self-Assessment Exercise

Remember...
In order for us to be a successful organization in 

service to our external customers, 
we must first serve each other.
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DISCUSSION GUIDE

1.   What is the definition of teamwork?
       ______________________________________________________
       ______________________________________________________

2.   Work teams are important. What are some of the benefit of working 
       as a team? 
       ______________________________________________________
       ______________________________________________________

3.   List the four things that are important to successful teamwork.
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________

4.   Are there any obstacles that prevent you or your team from 
      performing  successfully?
       ______________________________________________________
       ______________________________________________________
       ______________________________________________________

5.   What are the four necessary teamwork practice skills?
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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Teamwork development
SELF-ASSESSMENT

Are you a good team player? Ask yourself these questions:
1.   Do you openly discuss work issues? Are you willing to seek others’ 
      help as well as give help to others?
       ______________________________________________________
       ______________________________________________________

2.   Do you freely share information that might be helpful or useful to 
      other team members?
       ______________________________________________________
       ______________________________________________________

3.   Do you give credit where credit is due?
       ______________________________________________________
       ______________________________________________________

       team situations
       ______________________________________________________
       ______________________________________________________

       ______________________________________________________
       ______________________________________________________

6.   Can you work collaboratively, not competitively? In other words, do 
      you worry about “protecting our turf,” or can you truly  work toward  
      accomplishing results?

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________ 
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Handling Complaints 
and the Irate Customer
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Session Objectives
Approach complaints as opportunities
Learn 3 basic steps to take when handling   a problem
Learn how to diffuse difficult situations
Discuss the importance of not taking a complaint personally
Introduce you to the concepts of being a CLASS ACT

   How comfortable are you in dealing 
with COMPLAINTS?

Service First
Video Presentation

Handling Complaints and the 
Irate Customer

Question For Consideration
Why should complaints be considered as opportunities?   
Think about yourself as a “customer” for a moment and how you 
feel when you experience service that leaves you dissatisfied.
    Are you more likely to talk about your unsatisfactory experience 
than a positive experience?
   Probably.
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4 Basic Steps To Take When Handling A Specific Problem
FOCUS on the PROBLEM
Take RESPONSIBILITY
OFFER SOLUTIONS or Alternatives
Say “THANK YOU”

Complex Problems Require Expanded Skills
 Don’t Become DEFENSIVE
 Get HELP if Necessary

Irate Customers Can Upset Us!
How can we keep ourselves 
from taking it personally?

Use self-talk to maintain a positive 
attitude for the next customer or 
situation you encounter.

What To Do To Be A CLASS ACT
Courteous
Listen
Ask Questions
Soothe

Apologize
Control
Thank
Solve
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DISCUSSION GUIDE

1.   Why should complaints be considered “opportunities”?
       ______________________________________________________
       ______________________________________________________
       ______________________________________________________

2.   The average business only hears from 4% of its  dissatisfied 
       customers. What do the other 96% do?
       ______________________________________________________
       ______________________________________________________
       ______________________________________________________

3.   What is the easiest type of complaint to resolve?
       ______________________________________________________
       ______________________________________________________
       ______________________________________________________

4.   What are the four basic steps you should take when handling  a  
       specific problem?
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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HANDLING COMPLAINTS AND THE IRATE CUSTOMER

5.   More complex problems require expanding on these four basic steps.  

      1. _____________________________________________________
      2. _____________________________________________________

6.   Handling irate customers can be a hard and stressing experience . 
      How can we keep ourselves from taking it personally?

      _______________________________________________________

7.   What must you do in order to be a “Class Act” every time?
       C_________________________________ 

       L_________________________________

      A_________________________________

       S_________________________________
  
       S_________________________________

      A_________________________________

      C_________________________________

      T_________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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OF  POSITIVE 
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Session Objectives
Discuss the importance of first impressions
Look at ways we can project a positive attitude
Discuss three forms of positive communication
Emphasize the practice and impact of courtesy 

Service First
Video Presentation
The Language of Positive 
Communication

Question For Consideration
How quickly do you 

form a first impression 
of someone’s attitude 

toward you?

Three Forms Of Positive 
Communication

Spoken Words  7%
Tone of Voice 38%
Body Language     55%

COURTESY
Webster definition:
1.  Courteous behavior; gracious politeness.
2.  A polite helpful or considerate act or remark.  
3.  An act or usage intended to honor or compliment.



23

SERVICE
The Customer Service First

Video Library

How Do We Provide Courteous Service?

Positive Communication Exercise
Break into groups of two and practice your 
responses to the provided situations.

Which forms of positive communication will 
you use to BEST respond to each situation?

Self-Assessment Exercise
How would you decide the first impression you make on the 
feelings of our customers?
Do you think the impression you make on co-workers or family or 
friends is different than the impression you make on customers?
How is it similar or different?

Quality Service Means...
Showing courtesy to others 
by communicating 
in a positive manner.

Remember...
In order for us to be a successful 

organization in service to our 
external customers, we must first 

serve each other.
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DISCUSSION GUIDE

     attitude toward you?

2.  What are some ways you can project a positive attitude?
     _______________________________________________________
     _______________________________________________________
     _______________________________________________________

3.  What are the three forms of positive communication?
     1. _____________________________________________________  
     2. _____________________________________________________
     3. _____________________________________________________

4.  What percentage of total communication are spoken words, tone of  
     voice, and body language?
     ____________% spoken words
     ____________% tone of voice 
     ____________% body language 

5.  Why is it so important to say “thank you” to customers and co-
workers?
     _______________________________________________________
     _______________________________________________________
     _______________________________________________________
   

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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THE LANGUAGE OF  POSITIVE COMMUNICATION

6.  What are some ways you can  communicate positively with our   
      internal and external customers with words?
     _______________________________________________________
     _______________________________________________________
     _______________________________________________________

     through tone of voice?
     _______________________________________________________
     _______________________________________________________

    through body language?

     _______________________________________________________

SELF-ASSESSMENT

How would you describe the first impression you make on the feeling of  
our customers? 

    ________________________________________________________
  
Do you think the impression you make on co-workers, family, or friends  
is different than the impression you make on customers? How is it 
similar or different?
_________________________________________________________
_________________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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EFFECTIVE QUESTIONING 
AND LISTENING
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How do you know when someone is NOT listening to you?
How do you know when someone IS listening to you?

Tips On Active Listening
Focus on the speaker / eye contact
Listen completely before you respond
Repeat key phrases
Ask questions
Avoid letting thoughts wander

Tips On Active Listening
Let speaker know you are listening
Keep your mind open
Remove distractions
Don’t do other things

Session Objectives
Discuss steps to take to determine a customer’s needs
Explore the difference between closed and open-ended questions
Discuss when you need to ask questions
Practice skills in active listening and asking questions

Service First
Video Presentation

Effective Questioning and Listening
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Three Steps To Determine 
Customer Needs

Ask Questions
Listen Actively
Confirm Understanding

Key Words For Open Questions
When
How
Where
Why
Tell Me
What

Key Words For Closed Questions
 Have
 Or
 Is
 Has

Do
Are
Which
Does

Listening and asking questions in a courteous and caring way can enhance the 
service we give to customers and co-workers and can strengthen our relationships 
with them.
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The process of listening and asking questions to determine what the drawing looked 
like is no different than listening AND asking questions to identify the needs of our 
customers.

My Masterpiece
I am a good listener and I ask questions 
so I can know what my customer needs.

Testing Your Listening Skills
Pick a partner.  One will be the “artist” and the other will be the “designer”
Sit back-to-back
Designer must describe a drawing to the artist with words only
Designer cannot show drawing to the artist 
The artist cannot ask any questions
The artist is to draw an exact replica of the original drawing
You have 3 minutes…do not share your drawing with your partner

Communication Is Meaningful When It Is UNDERSTOOD
One way to be understood or to understand is to listen and ask 
questions.
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Remember...
In order for us to be a successful organization in service to 

our external customers, we must first serve each other.
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DISCUSSION GUIDE

1.  Which three steps should you use to determine customer needs?
     1. _____________________________________________________
     2. _____________________________________________________
     3. _____________________________________________________

2.  Why is listening and questioning so important?

     _______________________________________________________

3.  Explain why is it so important to confirm to the customer what we 
     have understood that he is asking  explaining or requiring.
     _______________________________________________________
     _______________________________________________________

4.  List the two types of questions described in the video
     1. _____________________________________________________
     2. _____________________________________________________

5.  How can you avoid letting your throughts wander and make you 
     loose concentration?
     _______________________________________________________
     _______________________________________________________
     _______________________________________________________

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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EFFECTIVE QUESTIONING AND LISTENING 

SELF-ASSESSMENT

Improving your questioning and listening skills improves the level of 
quality service your customers receive Complete the following:

1.  Describe one example of a situation when you failed to listen.
      _______________________________________________________
      _______________________________________________________

      What were the consequences?
      _______________________________________________________
      _______________________________________________________

2.   How do you know when to focus on a customer instead of 
       completing other job tasks?
      _______________________________________________________  

3.   Which steps can you take to become a better listener?
      _______________________________________________________
      _______________________________________________________

4.   When should you ask questions?
      _______________________________________________________
      _______________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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EXCEEDING CUSTOMER 
EXPECTATIONS
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Session Objectives
Look at the role of PROMISES
Review 3 rules of exceeding expectations
Review external effect of poor internal service
Discuss benefits of exceeding expectations

Has It Ever Happened To You?
When were your expectations exceeded?
How did it feel?
How did it affect your perception of the 
service provider?

Promises, Promises, Promises
 Or, “I’ve heard that before.”
The promises we make and the promises we keep help 
to define our level of competence to those we serve.

Doing Your Best
Hey, it’s good for you!
Consistently being the best leads to job 
satisfaction, pride and advancement.

Deliver On Promises And Commitments
Think about what you promise, how you say it 
and how the promise may be interpreted by your 
customer.
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Service First
Video Presentation
Exceeding Customer Expectations

Treat others as you would like to be treated
Make an extra effort
Be positive, courteous, and respectful

Exceeding Customer Expectations

Whose Job Is It?...
To provide professional, excellent SERVICE

EVERYONE!

What Are The Benefits...
Of Exceeding Expectations?
For our EXTERNAL customers?
For our INTERNAL customers?

Action Plan Exercise
Break into groups of three or four
Make a list of 7 things you can do on the job to exceed external customer 
expectations.
Make a list of 7 things you can do on the job to exceed internal customer 
expectations.
Report and share your ideas for consideration in everyone’s Action Plan.
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It’s Important To Meet Your Customer’s Expectations...
But there’s usually more that can and should be done to 
EXCEED those expectations.

Our Challenge…A New Standard
We should serve our customers by habit in such a 
way that they are DELIGHTED with the results.

Going The DISTANCE
We are challenged to EXCEED current standards.

Remember...
In order for us to be a successful organization
in service to our external customers, we must 
first serve each other.
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EXCEEDING CUSTOMER 
EXPECTATIONS

DISCUSSION GUIDE

1.   What are the three rules of exceeding customer expectations?
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________

2.   Whose  job is it to provide professional, excellent service?
       ______________________________________________________
       ______________________________________________________

3.   Co-workers are customers, too. What type of customers are they?
      _______________________________________________________
      _______________________________________________________

4.   What happens when internal customers receive poor service?
      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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6.  What are some bene�ts of exceeding internal customer expectations?
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EXCEEDING CUSTOMER EXPECTATIONS

ACTION PLAN

Make a list of seven things you can do on the job to exceed external 
customer expectations.
1.   _______________________________________________________
2.   _______________________________________________________
3.   _______________________________________________________
4.   _______________________________________________________
5.   _______________________________________________________
7.   _______________________________________________________

Make a list of seven things you can do on the job to exceed internal 
customer expectations.
1.   _______________________________________________________
2.   _______________________________________________________
3.   _______________________________________________________
4.   _______________________________________________________
5.   _______________________________________________________
7.   _______________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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VALUE-ADDED SERVICE
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Session Objectives
Discuss the difference between exceeding expectations and value-added 
service.
Identify at least 2 things we need to do to give value-added service.
Discuss the benefits of value-added service.
Review some SERVICE FIRST skills learned to date.

Quality Service Defined
 Quality service is defined as meeting and 
exceeding the customer’s intellectual and emotional 
needs and expectations;
 and then adding value.

Feel Good About Yourself
 You will be more productive and you will find 
your work to be more satisfying.  Also, your positive 
attitude will be obvious to others.

Practice Habits of Courtesy
 Using the words “please” and “thank you” is 
essential.  Treat others as you would like to be treated.

Listen And Ask Questions
We may best serve our customers  if we 
know what they really want.
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Use Positive Communication
 Do not become defensive and you will be capable of 
resolving situations and meeting your customers’ needs.  Present 
yourself with a smile, eye contact, and with an alert and attentive 
posture.

Perform Professionally
This will instill confidence and trust in you 
by those who depend on you to do your job.

Opportunities
How many customers do you have?
There are numerous opportunities  
each day.

Moments Of Truth
A customer makes a judgment about 
our service
Negative =   Poor service
Neutral =    Expected service
Positive =    Expected service exceeded
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Moments Of Truth
You are in control of the outcome
The results of each customer interaction are 
determined by YOUR efforts.

Want Ad Exercise
Recruiting a customer service oriented employee
               Break into small groups and write a Want 
Ad for a customer service oriented employee.  
Please be prepared to share your ad with the group.

Service First
Video Presentation

Value-Added Service

Exceeding Expectations Versus Value-Added Service
What’s the difference?
 You can exceed expectations simply by doing 
more than the minimum.
              You give value-added service when you go 
beyond job requirements and offer unexpected service.

What Do I Need To Do?
Simple things to do to give 
value-added service
Look for Opportunities
Take Action
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What Are The Benefits?
Providing value-added service contributes 
to the success of an organization.

What’s Your Action Plan?
Break into small groups and complete the 
discussion guide Action Plan listing 5 things we 
can do to give value-added service to our external 
and internal customers.
Be prepared to share your responses with the 
group.

Quality Service Defined
 Quality service is defined as meeting 
and exceeding the customer’s intellectual and 
emotional needs and expectations;
and then adding value.

Moments Of Truth
Customer interactions that create positive value 

and fulfill our goal of Quality Service.
Negative outcome  =  Negative value
Neutral outcome  =  Neutral or zero value
Positive outcome  =  Positive value
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Value-Added Service
A continual focus applied to every customer interaction
We must focus on providing quality service all of the time;
doing it right the first time around.

Remember...
In order for us to be a successful organization in service to our 
external customers, 
we must first serve each other.

What Other Skills Can We Use?
 Previously learned SERVICE FIRST 
skills help position you to recognize situations 
where value-added service may be offered.
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DISCUSSION GUIDE

1.  How do you decide when to focus on customer needs instead of  
     completing other job tasks? 
       ______________________________________________________
       ______________________________________________________

      and giving value added service?
      ______________________________________________________
      ______________________________________________________

3.  What are the two simple things you need to do to give value added  
     service?
    1. ______________________________________________________
    2. ______________________________________________________

4.  Which other Service First skills can you use to help determine what  
      value-added service may be appropriate for the customer?
      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________ 

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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VALUE-ADDED SERVICE

ACTION PLAN

Make a list of five things you can do to give value-added service to your 
external.
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________
      5. _____________________________________________________

Make a list of five things you can do to give value-added service to your
internal customer.
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________
      5. _____________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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Effective Telephone 
Techniques
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Session Objectives
Discuss 4 tactics that communicate QUALITY over the telephone.
Identify 7 telephone techniques to ensure customer satisfaction.
Look at how self-talk can help us to stay in control of difficult 
situations.
Review a number of Quality Service Tips.

Quality Service At Every Opportunity

Includes those times when we are interacting 
with a customer over the telephone.

What Are Your Expectations?
When you call someone to get something done
Don’t you think others  expect the same in return?
-A Review of Telephone Techniques-

Service First
Video Presentation

Effective Telephone Techniques
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That will communicate QUALITY over the telephone:
                Warm, friendly tone
                Clear, even pace
                Careful listening
                Speak with a smile

Four Key Tactics

Seven Techniques To Follow
1.   Answer calls promptly
2.   Identify yourself and the organization
3.   Ask permission to put on hold
4.   Transfer carefully
5.   Take messages accurately & deliver promptly
6.   Let the caller hang up first
7.   Return calls promptly

Self Assessment
How can you apply today’s topic to your 
work?
How do you handle telephone calls now?  
What works for you?
Where could you improve your telephone 
techniques?
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Keep In Mind...
 In order for us to be a successful organization 
in serving the needs of our external customers, we must 
first be successful in serving each other.

Summary
Providing Quality Service at every opportunity includes 
telephone communications
4 key tactics that communicate quality over the telephone
7 techniques to ensure customer satisfaction
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DISCUSSION GUIDE

1.   What are the four key tactics which communicate quality over the  
      telephone?
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________

2.   What are the seven telephone techniques to follow to ensure  
       customer satisfaction?
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________
      5. _____________________________________________________
      6. _____________________________________________________
      7. _____________________________________________________

3.   Explain how self-talk helps you deal with difficult customers.
      _______________________________________________________
      _______________________________________________________

4.   Which is worse, interrupting a face-to-face conversation or putting a  
      customeron hold?
      _______________________________________________________
      _______________________________________________________

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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EFFECTIVE TELEPHONE TECHNIQUES

      faction.
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________
      5. _____________________________________________________

SELF-ASSESSMENT

      How do you handle telephone calls now?  What works for you?
      _____________________________________________________
      _____________________________________________________
      _____________________________________________________

      Where could you improve your telephone techniques?
      _____________________________________________________
      _____________________________________________________
      _____________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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The Art of Satisfying 
Customers
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Session Objectives
Review previous session topics
Review techniques to find out customer needs and 
expectations
Discuss benefits of a “competitive advantage”
Define skills and attitudes of a “professional”
Practice what we’ve learned

Your Key To Customer Satisfaction
Session One

The foundation for exceptional service that includes the 

five principles of Service First.
Defining quality service.
Becoming committed to the process.

Teamwork Development
Session Two
Cooperation
between employees 
does impact 
the customer service level.
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Handling Complaints And The Irate Customer
Session Three
Complaints viewed as opportunities
Importance of not becoming defensive and not taking it 
personally
Take ownership of complaints brought to our attention

The Language Of Positive Communication
Session Four
Eliminating negative communication habits
Importance of first impressions
The role of a positive attitude
The importance of COURTESY

Effective Questioning and Listening
Session Five
These skills can 
define our customer’s needs 
so we can meet their expectations

Exceeding Customer Expectations
Session Six
There is high value in exceeding the normal or expected 
standard of performance
Requires extra effort…setting a new standard…doing our 
BEST
It is important to our customers that we keep our promises
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Value-Added Service
Session Seven
Adding customer value to our existing levels of service
Look for opportunities to provide the unexpected
Providing positive “moments of truth” for our customers

Session Eight
Transfer skills learned earlier to the use of the telephone, 
fax, and voice mail

Customer Needs  and expectations

Effective Telephone Techniques

We Have Become Artists In 
Customer Service Skills

Service First
Video Presentation
The Art Of Satisfying 
Customers
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A Customer Service Attitude
The service attitude is reflected in:
Body language
Tone of voice
Overall impression

A Customer Service Attitude
The service attitude is reflected in:
Body language
Tone of voice
Overall impression

Four Key Techniques
Ask questions
Listen actively
Confirm understanding
Offer solutions

Competitive Advantage Benefit
How can the competitive 
advantage benefit:
Our organization?
You as an employee?



66

SERVICE
The Customer Service First

Video Library

Self Assessment
How well do you feel you know your job?
What are 2 or 3 areas in which you wish you had more training?
What can you do to learn more about the areas you identified?

Let’s Keep In Mind...
In order for us 
to be a successful organization 
in serving the needs 
of our external customers, 
we must first be successful 
in serving each other.

Professional Skills And Attitudes
Prompt/efficient service
Continual learning
Doing a job right
Understanding job responsibilities
Improving skills
Setting high standards
Pride in a job well done…and more
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DISCUSSION GUIDE

1.   What do the customers see our attitude towards service reflected in?
      a. _____________________________________________________
      b. _____________________________________________________
      c. _____________________________________________________

2.   The art of satisfying customers is based on what?
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

3.   What is the minimum requirement for satisfying customers?
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

4.   List the four techniques you need to use to find out customer needs 
      and expectations? 
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________
      5. _____________________________________________________
      6. _____________________________________________________

5.  How does the competitive advantage generated by exceptional service  
     benefit your business?
      _______________________________________________________
      _______________________________________________________

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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THE ART OF SATISFYING CUSTOMERS

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

SELF-ASSESSMENT
1.  How well do you feel you know your job now?
      _____________very well
      _____________fairly well
      _____________not too well
      _____________just started, know very little

2.   What are two or three areas in which you wish you had more 
      training?
      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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Service Recovery
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No matter how hard we try, someone will be dissatisfied.
Listen with interest
Apologize without blame
Explain reasons for the problem
Do not become defensive
Leave a positive impression on the customer

Session Objectives
Discuss the challenges of being 
empathetic
Discuss the concept and application 
of “service recovery”
Introduce the “Triple A” service 
recovery skills

How The Customer 
Perceives The Situation...

…is their REALITY.

Empathy
Looking at things from the customer’s point of view
     Promotes an empathetic, courteous, win/win 
attitude in our approach to our customer’s needs.

The Challenge
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Challenges We Face Each Day
Our challenges usually fall into one of these three categories:

Work priority conflict
Co-worker conflict
Systems/procedures conflict

Service Recovery Means...
…taking positive steps to undo the damage 
done and restore the customer’s faith in us and 
our organization.

Service First

Video Presentation
Service Recovery

Triple “A” Service Recovery Skills
A:  Apologize for the problem
A:  Admit the mistake
A:  Act immediately
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Why Is It Important To Apologize?
Even if you are not responsible for the problem?

Customers want someone (the organization)to take 
responsibility for a service problem, 
regardless of who is at fault.

Why Admit A Mistake?
Does this communicate that we’re not capable?
Of course not!
           Admitting mistakes is a good indicator of an 
organization’s willingness to make things right when 
things go wrong.

What Can We Do?
When we let our customers down

What are your ideas?
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The importance of putting ourselves in our customers’ shoes (empathy)
Skills to help us face daily challenges
The definition and application of “service recovery”
The application of Triple A service recovery skills
It’s OK to admit mistakes

Service Recovery Summary

Our Monthly Reminder...
In order for us to be a successful organization in serving the needs of 
our external customers, 
we must first be successful in serving each other.
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SERVICE RECOVERY

DISCUSSION GUIDE

1.  What is services recovery?
      _______________________________________________________
      _______________________________________________________

2.  What are the Triple “A” service recovery skills:
      A:_________________________________      
      A:_________________________________
      A:_________________________________

3.  Why is it important to apologize for a problem, even if you are not 
      personally to blame?
      _______________________________________________________
      _______________________________________________________

4.  Why should you admit that a mistake has been made ?
      _______________________________________________________
      _______________________________________________________

5.  In your job, which actions can you take immediately to recover a 
      service situation?
      _______________________________________________________
      _______________________________________________________

6.  If service recovery is beyond your boundaries of authority, what  
      should you do ?
      _______________________________________________________
      _______________________________________________________
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SERVICE RECOVERY
ROLE PLAY EXERCISES

Use your Triple “A” skills to work through the following role play scenarios.
A=Apologize for the problem; A=Admit the mistake ; A=act immediately.

SELF-INSTRUCTION:
Write a short essay explaining how you would solve the problem 

GROUP EXERCISE:
Divide the group into teams of two or three. One team member is the 
customer,one the service provider, and a third member is the observer. 
Team members choose a scenario, assign roles, and develop a script 
appropriate to the problem presented. It’s the observer’s job to make sure 

within the team only or presented to the group

SCENARIO 1:
You are an employee for a dry cleaner/laundry service. An upset 

customer shows you a receipt that indicates the shirt had been laundered 
recently. How should you handle the situation?

SCENARIO 2:

the morning setting in spruce trees in a backyard, the customer arrives 
home, visibly agitated, and informs  you that the trees should be pines. 
How should you handle the situation?

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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double check 
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EMPOWERMENT
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Define and apply the meaning of “empowerment”
Take the fear out of empowered action
Discuss when it may be OK to bend the rules
Discuss how to overcome obstacles to empowerment

Session Objectives

What are we talking about?
We each probably have different meanings.

Empowerment

Empowerment Definition
Let’s make things a little clearer for our understanding.
Empowerment:  
 The acceptance of trusted responsibility and, without fear, using 
that responsibility to make decisions and take action needed to achieve 
customer satisfaction.

What Facilitates Empowerment?

Removing the shackles
Identify decision-making opportunities
Communicate empowerment
Convey a feeling of security
Provide guidelines

How can we make this work?
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Service First
Video Presentation

EMPOWERMENT

When is an empowered response to a customer situation appropriate?
What should you do 

when a customer solution is not within the boundaries of your authority?
Why may it be necessary to bend or break a rule 

when practicing empowerment?
How can empowerment obstacles be overcome?

Review
Defined and applied “empowerment”
Emphasized the importance of accepting responsibility to act
Empowerment is facilitated by removing barriers and fears
Clear and general guidelines define boundaries
We are motivated when we can take empowered action

Remember...
In order for us to be a successful organization in serving the needs of our 
external customers, 
we must first be successful in serving each other.
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DISCUSSION GUIDE

1.  Most common customer service complaints:
      _______________________________________________________
      _______________________________________________________

2.   Guidelines for Quick responses:
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

3.   Pledge of empowerment Action:
      1,_____________________________,agree to:
                                       .   Use sound judgment
                                       .   Act within boundaries

      1,_____________________________,agree to reinforce and support
         empowered action through:
                                       .   evaluation of responses
                                       .   By providing feedback on actions

The management of this organization agrees to support empowered 
actions unless:
                                       .    It causes injury to another person, or
                                       .    The action is illegal 

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com

SERVICE
The Customer Service First

Video Library



83

SERVICE
The Customer Service First

Video Library

EMPOWERMENT

4.  When is an empowered response to a customer situation appropriate?
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

5.  What should you do when a customer solution is not within the    
     boundaries of your authority?
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

6.  Why may it be necessary to bend or break a rule when practicing  
      empowerment?
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

7.   How can empowerment obstacles be overcome?
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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Total Quality Service
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A Celebration of Commitment and Success

Why Did We Initiate This Training?
You asked for it
Our organization believes quality customer service is essential in meeting 
the needs of the community

In The Beginning, We Promised To...
Help you better understand what comprises your BEST
Learn how to make sure your BEST is clear and obvious to others
Provide you with the tools you need to help reduce stress arising 
out of conflict
Learn skills that would improve your relationships with others

In The End...

We Did It!

Employee’s Commitment Statement
If we pay attention to how we treat each other, how we treat the customer, and 
how we define our attitude and commitment, we will achieve a perfect “10” in 
customer service delivery.
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Service First
Video Presentation

Total Quality Service

Thank You
…for your cooperation
               your participation
                     and your enthusiasm!

When You Return To Your Work, Remember...
Believe in yourself  because you are the best!

YOU 
Are Now The Key 

To Customer Satisfaction

Attaining Excellence
Communicate with others in your team
Do your best and know your responsibilities
Help create a spirit of trust
Align your efforts with the team
Be prepared to help out where needed
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DISCUSSION GUIDE

1.   What  is total quality service?
      _______________________________________________________
      _______________________________________________________

2.  List four things that are important to successful teamwork.
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________
      4. _____________________________________________________

3.  Describe the techniques you should use when dealing with 
     complaints or irate customers.
      _____________________________________________________
      _____________________________________________________

4.  Positive communication is composed of which three elements?
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________

5.  Which three skills are necessary to understsnd customer needs and   
      expectations ?
      1. _____________________________________________________
      2. _____________________________________________________
      3. _____________________________________________________

Service Quality institute
e-mail: quality@servicequality.com / web: www.customer-service.com
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TOTAL QUALITY SERVICE

      _______________________________________________________
      _______________________________________________________

7.   What are some of the qualities of a service professional?
      _______________________________________________________
      _______________________________________________________

SELF-ASSESSMENT
Which Service First session or sessions held the most value for you?
      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

Which steps do you think you need to take to get there?
      _______________________________________________________
      _______________________________________________________

NAME ____________________DEPT.__________________________
SUPERVISOR/MANAGER____________________________________
DATE ATTENDED__________________________________________
PARTICIPANT SIGNATURE__________________________________
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      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
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      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________

      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
      _______________________________________________________
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Tel:  +255 22 211 5381, Fax: +255 22 211 2786
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