the

fi

rst mile

o

The Essential AR'T ul'(‘untouywr Service

EDGETrainin

www.edgetrainingsystems.com
(800) 476-1405




Copyright © 002 ige Training Systemes, Inc.

All Rights R rved

T ion may not be reproduced, stored in a retrieval system, or transmitted in whole or
inp in any form or by any means, electronic, mechanical, photocopying, recording, or
otherwise, without the prior written permission of Edge Training Systems, Inc.

Edge Training Systems, Inc.
www.edgetrainingsystems.com
(800) 476-1405




The First Mile: The Essential ART of Customer Service

Facilitating the training meeting
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Tha Emsential ART of Customar Ssrvice

“In today’s workshop we a@;ing to talk about First Mile Service and how we
e

Say:

r service our customers expect.”

can deliver the level of a&
Explain: @ &
S

Welco icipants and describe any ground rules for the session,
schedule, administrative details such as location of rest rooms, etc.

<&
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Congratulations!

I:.--. Wou've just been awarded the \
ﬁI Cuslomer s Chaloe Sdiang

"'\-:_,.I' =1 Carmtancing Dumirama: Sacace O

N

(1
|

e Be sure to thank all the people wha
hava halpad you achiave this honar

Please imroduce yoursel and give
youUr acceplance spesch!

—

Slide #2

Ice Breaker Activity:

Give Your Acceptance Speech! Q

A fun way to “break the ice” isgto\fave each participant give their “acceptance
speech.” Explain that e.ach icipant has been awarded the Customer’s Choice
Award for Outstandlng er Service. Ask the participants to stand and
introduce themselv % Ive their acceptance speech for this award, thanking
those who heIpe achieve this honor.

Explai

FoII ing the ice breaker activity, describe the importance of each participant’s
gagement in the training session, and the goal that each participant will
way from the session an action plan for continued improvement:

Much of what will be learned will be drawn from their own experience and
everyone is encouraged to participate and discuss the topics openly and
actively.

e At the end of the session each participant will have identified at least one

key learning point that will help them continue to improve their customer
service performance.
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Who are ‘4)

your &
customers? O
3

T Side s O
Refer To:
Participant Guide, Page 2 — Who arﬂﬁmers?
Explain:

Ask participants to take fo@nutes to review the questions on page 2 of the
participant guide and th& ut how they would respond to each.

Discuss: @

Aftert nts have had time to review the questions, ask for their
response ach of the questions and discuss the following ideas:

tomers are more than just buyers, they are people with whom my
Oorganization has a relationship.

* There are external customers (people outside the organization) and
internal customers (people who work inside the same organization).

¢ All organizations have customers, but we might call them by different
names.
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Refer To:
Participant Guide, Page 3 — Whose i@ner service?
Explain:
Ask your participants tota ur minutes to review page 3 of the participant
guide and imagine that re the owner of a popular restaurant. Ask them
to place a check matgk Beside the description of each employee who would have
an impact in so ay on customer satisfaction and that customer service is
important to i’mind whether or not your specific job is considered a

,ICUStOyQ‘ ” Job
Dism@:

me after four minutes and ask the participants how they responded to
each of the employees described. Focus your discussion on the idea that each
employee in an organization has an impact in some way on customer satisfaction

and that customer service is important to keep in mind whether or not your
specific job is considered a “customer service” job.
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Display:
Slide #5
Have YOLU ever A%
gotten poor service \
as acustomer? O‘Q
How did you feel? ‘3
Slide #5 O
Ask:

¢ Have you ever received bad s as &customer?

e What happened?

* How did it make you feel pefrsonally?

* How did it make you thi e organization?

* Have you ever told a@e else about that experience?

Discuss: 4&

Explore specifi i@ents of poor customer service described by participants and
enys shaped that person’s view of the organization involved. Be

how th
prepar@rovide personal examples of poor service you have received, how it
madﬁu féel personally, and how it made you think about the organization

Q@
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Word of Mouth . . .
A cuslomes whao has a
Good Experience \
tells 5 people OQ
Bad Expenence;
S
telis 10 people
Slide #6 ‘@0
Say:

“Research on customer service con che 1970’s until now has
consistently shown that unhappy cust rs tell about twice as many people
about a bad experience as happy Sustomers tell about a good experience.

For example, a 1981 study@I r a large soft drink manufacturer found that a
t a good experience and a median of 10 people

median of 5 people hea&
were told about a b mer service experience.”

e nedian is the number that falls at the 50" percentile in a
aning that half of the responses were greater than the median
and half e responses were less than the median. This is slightly different

than@av age or mean of a group of data.

)

e Why is this important?

Note to trainer,

Discuss:
If bad news travels twice as far as good news, we should try to minimize bad

customer service and maximize good customer service in order to create positive
word of mouth.
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Video Presentation:

Video Presentation . . .

he i
first mile \‘%
| O
N

UIO
Say: Q%

“We’re now going to watch a fifteen-minute o that deals with the
differences between bad customer servicg,a od customer service.
In the first couple of minutes, you're g to see some examples of poor

customer service. Notice specificdlly what is being done wrong when you see it
and be prepared to discuss your OBservations when the video is finished.

Later in the video you hear from real customers as they describe what
they expect from yo 23 you are providing customer service. Listen carefully
to what they say ow they say it. | thin you’ll gain some valuable insights.”

Play Vi

PIay he First Mile: The Essential ART of Customer Service”

O
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15 this good customer sernce?
What's wrong with this s
plcture? 3
T
Slide #8 Q", )
Ask:

happening here? How many things can you i fy from this scene that
contributes to poor customer servi

Possible Responses: $

* Waiting for bill

e Waiter doesn’t st @ check on them
e Can’t get waitgr’s\atténtion

“Take a look at this scene from the video we jdst saW,, Is good customer service
i
is

se?”

e They're goi be late

¢ Uneatenba potatoes — requested sour cream instead of butter

e Ungatgn dessert — given by waiter to make up for the potato problem
Say;

QQ take a look at three of the fundamental areas where Rick goes wrong.”
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Display:
Slide #9
Cioes Rick see cusiomers as his
highest priority?
Slide #9 Q‘C
Ask:

* Do you think Rick views customers as hi
* How do you think Rick views cus
¢ How do you think Rick’s custo

igh@st priority?

to be viewed by Rick?
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Display:
Slide #10
Does Rick know WHO the
customer is?
slide #10 Q‘C
Ask:

* How do you think Rick defines w LQ omers are?
* Is Rick’s definition of a custo safme as his employer’s definition of a

customer would be?
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Display:
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Coea Rick accept

parsonal
responsibility for ‘s‘
customer serice? \
.‘3
Slide #11 Q‘c

Ask:

¢ Do you think that Rick accepts pe g@s onsibility for giving good
customer service?

*  What examples of Rick’s behavio m the video support your view?

Leader’s Guide Page 11
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Display:
Slide #12
Take personal responsibility
for customer service
Know who your customers \ S
are Q
Make customers your O
higheast prionty \3
e PRI
Slide #12 Q‘f y
Say:
“We can avoid a lot of problems with poogc er service if we keep in mind

these three fundamentals:
¢ Take personal responsibilityfor customer service

* Know who your customgrs are.
*  Make customers you hest priority.”

Leader’s Guide
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The First Mile: The Essential ART of Customer Service

What opens Rick's
eyes (o the error
of his ways?

Ask:

Display:

Slide #14

slide #13 Q‘C

* What event opens Rick’s eyes to e@;f his ways?

¥

Q

becoming a customer

Say:

Slide #14

“Becoming a customer himself.”

Leader’s Guide
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Display:
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Take a look
fram i
customer’s N
point of view O‘Q
N
Slide #15 0‘5

Say:
“We all have a tendency to see the world fro r own viewpoint and

sometimes have difficulty putting o @; es W someone else’s shoes. It’s
important to try hard to see how our s@kvice looks from the customer’s point of

view. Imagine that you are the cu§tomer, not the customer service employee,
and try to picture how your c@r perceives the job you’re doing.

“So far, we’ve been looki @ome mistakes and misplaced priorities in a
restaurant setting ﬁj hat’s something we can all relate to. Even if we

don tworkina t, we’ve all been customers in a restaurant. The lessons
f “what not t @at we learn from Rick can be applied to any customer

service j ver Let’s take a minute to think about how our customers
might vi

Do we ever make the kind of mistakes Rick has made?

* Do we understand who our customers are and recognize that they’re the
ones who are really writing our paychecks?

¢ Do we make each customer feel important to us, our highest priority at
that moment?

e Do we take personal responsibility for customer service?
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Display:
Slide #16
What I1s
thie essential
af
customer service?
AR P
slide #16 Q‘O
Ask:

Time)

Say:

N

O‘Q

* What is the essential ART of cust:z sagvice? (Attention, Respect, and

Let’s take a closer look at t@R of customer service and see how we might

apply it where we workx

Q¥
Q’&

Q

Leader’s Guide
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How do we pay
attention \‘%
to our O‘Q
customers?
Slide #17 0‘5
Refer To:

Participant Guide, Page 4 — Paying Attent@
Activity:

Divide participants into grou o to four, depending on the size of your
class. Ask them to work t her to complete the exercise on paying attention,

page 4 of the participamx . They will have eight minutes to complete the
activity. Call time irghht inutes and ask each group to report their results.

Record their answ on a flip chart and post the responses on the wall.

Q}’
O'{’

Q
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How do we show
respect \‘%
for our O‘Q
customers?
Slide #18 0‘5
Refer To:

Participant Guide, Page 5 — Showing Res ‘@
Activity:
Divide participants into new of two to four, depending on the size of your

class. Ask them to work tc@er to complete the exercise on showing respect,
. They will have eight minutes to complete the

page 5 of the participamx
activity. Call time irghht inutes and ask each group to report their results.
Record their answ on a flip chart and post the responses on the wall.

Q}’
O'{’

Q
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How do we give our
time \4)
to our O‘Q
customers?
N
slide #19 Q‘c
Refer To:
Participant Guide, Page 6 — Giving Time 0
Activity: E

Ask your participants tg inwua ly review and complete page 6 of the
participant guide. Call tx ive minutes and ask each participant to report
one of the responses they Wrote. Record their answers on a flip chart and post

the responses or@ Il.

Say:

“Toddy we’ve learned three fundamental ideas that will help prevent us from
giwvi or service and keep our focus on good customer service. And we’ve

I d about the expectations our customers have of us, what we’ve referred
to as the ART of customer service. Let’s review what we’ve talked about.

Ask:

* Do you remember what the three fundamental ideas are?
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Slide #20

Take personal responsibility
for customer service

Know who your
custamears are

Make customers your highest
prriority

slide #20 Q‘O
Say:

“Take personal responsibility for customegsefuice. Be proud of the job you do
helping to meet customer needs.

“Know who your customers are. They are the people who write your paycheck.
Don’t adopt a narrow definiti ustomer’ that excludes people who are

important to you and \‘our@n ation.

“Make customers yo F%est priority. Customers want to know that you think
u and your organization. They are, after all, the ones

they are importanito
who write you eck. They are your organization’s reason for existence.
“Try har see’things from your customer’s point of view. Always try to put

yoursglf in tReir shoes, show empathy for their position, and understand that the
wa %/ perceive the service they receive can have a big impact on your
sk:

tion’s (and your) level of success.”
e What are the customer’s most basic expectations, what we’ve called the
essential ART of customer service?
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Display:

Slide #21
Attention
Respect ‘&
Time \ O

. P
| — Slide #21 0‘5
Say:

“Customers expect to receive your full attentien; respect for them as individuals
and for the value they bring to your, @ ization, and to know that you will take
enough time to understand and to meagtheir needs.”

Refer To: $

[ ]
Participant Guide, Page&ion Plan

“Now itZ urn our words into actions. Review the flip chart pages on the
wall with S about how to show attention, respect, and give customers your
tlme elect one to three areas that you will commit to working on in the next
|mprove your customer service skills. For each area, state your

ive — what do you want to achieve? — and describe specifically what you

mtend to do to meet that objective. Write down ideas about people who can
elp you practice and develop, as well as any other resources you can use in

developing this skill area. Finally, set target dates or milestones for completing
these objectives.”

Leader’s Guide Page 20



