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In today’s increasingly competitive marketplace, one key to gaining an
edge over your competition is the quality of your customer service.
Outstanding customer service and customer relations play an increasingly
important role in how we do business.

Customers want quality. Customers want commitment. Customers want
respect.

As sales personnel and customer service representatives, your participants
need to provide all three to their customers. In this session your

participants will learn the skills that will allow them to provide excellent
customer service to every customer, every time.

Upon completing this training session, your participants will be able to:

e motivate themselves about serving customers.

see customer service from the customer’s perspective.

respond honestly to customer needs.

handle difficult customer problems.

build customer relationships.



Training Session Planning
Considerations

v Know your audience...

...because different people have different needs. A Pre-training
Survey is provided on page 12 to help you discover what those
needs are and what questions participants may have about
customer service.

v Develop specific objectives...

...that focus on the needs of your organization and your
participants. Objectives can keep your session on target and help
you meet your training goals.

v Preview all materials twice...

prior to planning your training session. The more familiar you
are with the material, the more comfortable you will become in
planning your training session. With proper preparation, the
session can be more enjoyable for you and more meaningful to
your participants.

v Decide on an agenda...

...for your training session. Suggested agendas have been placed
in this guide for your benefit. You may be able to use one of them
in its entirety, or you may want to add your own ideas. See page
8 for suggested agendas and page 9 for a blank agenda that you
can use to develop your own.

vV Properly reserve all training aids,...

...and make sure they are in excellent working condition. The
Training Session Checklist on page 14 is available to assist you.
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