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/HAPTER 2\

LEARNING QUICOME

Describe the role of the customer service representative.
[dentify skills required by customer service representatives.
List the benefits of providing excellent customer service.

Use positive lanquage that will enhance customer
relationships.

Use a variety of non-verbal communication strategies.

Describe why active listening is important to customer

service.
Practice daily rituals to maintain a postive attitude
Apply time management techniques

Apply stress management techniques
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Cok CAPABILITIES

Some of the capabiltties customer service professionals must have include the following:
o Service Urientation, CSR's serve both internal and external customers

* Broad knowledge of products and services

o Positive, customer-focused, ‘can-do” attitude

* Interpersonal communication, team spirit

* Problem-solving, creativity, conflict resolution

* [ime management, stress management
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GREAT SERVICE: EMPLOYEE BENEEITS

* Receive promotions, bonuses, recognition

* Receive project opportunities, growth opportunities

Retain employment
* Intrinsic rewards from knowing you did the best job you could
e Better relationships with customers

e Better relationships with colleaques

e Better relationships with management
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GREAT SERVICE: COMPANY BENEEIT)

o Positive reviews from customers

* Increased revenues, customers spend more, give referrals

* Positive word-of-mouth, positive company image

Retain employees longer

e (ompany growth

e (ustomers involved in company projects
o Increased customer lifetime value (CLV)

e Retaining customers longer, reducing costs in recruiting new customers
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* (Jbtain objectives and have issues resolved
* bet involved in company projects

* Rewards for continued loyalty

* Build relationships with employees
* [ake advantage of company opportunities

* Happier life
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Cok CAPABILITIES: COMMUNICAIE EFFECTIVELY

Being able to communicate effectively is a

fundamental work skl

Verbal communication refers to the abilty of a
customer service representative to think of the right
words in order to appease a customer and provide ¢

solution.
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Cok CAPABILITIEY: COMMUNICATE NON-VERBALLY

Non-verbal communication refers to gestures, facial
expressions, eye contact, body lanuage, posture,
and other ways people can communicate without

using language.
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10 TIPS FOR EFEECTIVE COMMUNICATION WITH CUSTOMERS

o Patience is a must.

e Accuracy of information is key.

e Proactive approach always delights customers.

e Attentiveness helps

* Avoid interrupting

e Know your product/service offered inside out

* Honesty works every time.

e Active Listening and acknowledgements do wonders

° Ana\oqies help in getting your message across.

e Dont take short cuts ;-f.a =
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(SR CAPABILITIES. Using positive lanquage is the art of using words and phrases to

USE POSITIVE IANCUAGE communicate a positive, supportive tone to your customers (o anyone
else for that matter) is a Fundamental Work Skill
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CoR CAPABILITIEY:
THINK AND SOLVE PROBLEMS

Thinking and solving problems is a fundamental work skill
dervice recovery is a company s resolution of a problem from a
dissatisfied customer, converting them into a loyal customer




PRUBLEM-SOLVING MODEL

[dentify or define the real problem
Compile and analyze the data
Develop alternate solutions.

delect a solution

mplement the solution

valuate the outcome.




(R CAPABILITIEY:
MANAGE [NFORMATION

Manage information such as email, phone cals, texting, social
media, virtual meetings and video conferencing is ¢

fundamental work skill
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CoR CAPABILITIES
BE PROFESSIONAL

Professionalism is ¢ personal management

skill and leads to workplace success, a

strong professional reputation, and a high

level of work ethic and excellence.
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CoR CAPABILITIEY
MANAGE YOUR TIME

Manaqinq your time is a personal management
skill that will make you more productive and
requce stress.

Use a calendar or schedule book, whether paper
or electronic, to keep track of tasks you need
to complete.
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CoR CAPABILITIE: MANAGE STRESS

* Managing stress is a personal management skill
[dentifying what causes you stress will help you

manage stress.
* What causes you stress’

* How might you best deal with it?
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(SR CAPABILITIES: WORK o be a valued team member you should make a commitment
EFEECTIVELY IN TEAMS to the team qoals, create a collaborative working environment,

and support team decisions
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CHARACTERISTICS OF AN
LEFECTIVE TEAM MEMBER

e Shows commitment to the team and its goals.
e Works for consensus on decisions.

o Shares openly and authentically with others.
o Demonstrates reliability to complete tasks

o (an you think of a few more?




Cok CAPABILITIE: TEAM PRESENTATIONS

o present as a team, you must know each person’s
part of the presentation so that should someone
need help or become ill the day of the presentation
you can step up and present their portion of the
overall presentation.
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CoR CAPABILITIES
PARTICIPAIE: IN TEAM
MEETINGS

Action Items

[eam meetings are crucial for sharing
ideas, disseminating data to everyone at
the same time, allowing for discussions,

and making decisions
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