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INTRODUCTIONS
WELCOME the class to the third and final module of the customer service training.

CREATIVITY 
PARAPHRASE “Part of providing exceptional customer service is being creative to resolve client issues.  To assess how creative you are, we have a short exercise.”


DIVIDE the class into smaller groups.  TELL them their eccentric neighbor Harry just passed away and willed to them his collection of one million Styrofoam cups.  


ASK the class to come up with as many possible uses for the cups, other than drinking, in the next 15 minutes.  Each group can record their list on page 2 of their workbook.  After 15 minutes ask each group to count how many uses they came up with.  POLL some of the groups for their responses. 

RESOLVING 


PARAPHRASE “Often, we must use our PROBLEMS


creativity when resolving client problems.

Sometimes it’s necessary to think outside of the box.”

ASK the class to turn to Process for Resolving Problems on page 3 of their workbook.

REVIEW the Keys to Success on page 3 of their workbook.

1. Make Sure You Clearly Understand the Issue

· Use good communication skills such as active listening to ensure you understand the problem.

· Use a mix of open-ended and close-ended questions.

2. Make Sure You Understand the Client’s Expectations

· Be sure you are aware of the client’s needs.

3. Use All Tools Available to You in Your Research Process

· Utilize the experience of your co-workers in resolving client problems.

4. Learn Something from Your Research

· You may encounter other clients who will have a similar problem.

· Consider documentation and sharing the resolution with others.

5. Consider how this Issue Impacts other Processes

· The problem you resolved may have implications for other areas.

6. Make Sure the Resolution is a Resolution and not a Temporary Solution

· Try to address the root cause.

7. Make Sure the Client is Satisfied and You Both Agree the Issue is Resolved

· If necessary, follow up with the client to ensure the problem has been resolved.

PERSONAL 


DIVIDE the class into pairs.  Ask each pair to EXPERIENCES


discuss a problem they experienced as a

customer outside of WIC. Ask each pair to discuss how (or if) the issue was resolved.

GIVING BAD NEWS
PARAPHRASE “As service providers, we know there are times when we cannot give the client what they are looking for.”  
ASK the class for examples and how we can best phrase the giving of this bad news.
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STATE “Let’s watch a scene where you will meet a customer who wants her problem resolved.”

SHOW “Candace with Customer” scene.

ASK the class how they felt this customer was handled.

IN-BASKET


ASK the class to turn to the In-Basket EXERCISE



exercise on page 4 of their workbook.  Give

the class time to respond to each of the items, then discuss as a group.

INSIDE THE 


ASK the class how many of them have ever MAGIC KINGDOM

been to Disney World or Disneyland.  Mention

how Walt Disney was a huge proponent of providing exceptional customer service and that Disney refers to their customers as “guests.”  Mention that other organizations often attend training at Disney World to learn how to make their companies more customer friendly.

ASK the class to turn to page 5 of their workbook.

REVIEW the lessons from “Inside the Magic Kingdom.”

1. The competition is anyone the customer compares you with.

2. Pay fantastic attention to detail.

3. Everyone walks the talk.

4. Everything walks the talk.

5. Customers are best heard through many ears.

6. Reward, recognize, and celebrate.

7. Xvxryonx makxs a diffxrxncx.

EXCEEDING CLIENT

REMIND the class that their homework EXPECTATIONS

assignment after module 2 was to think of

ways WIC can exceed client expectations.   

DIVIDE the class into smaller groups and give them a half hour to come up with different ways WIC can exceed client expectations.  Page 6 of their workbook can be used to record their responses.  After 30 minutes, make a list of various responses.  Let the class know we will collectively give these suggestions to the State WIC Office. 

ATTITUDE
MENTION that it is easier to provide exceptional client service when you have a positive attitude.

READ “A Place to Stand,” which illustrates the positive attitude of one employee.

CLOSING 
ASK the class if they have questions on anything covered in the 3 modules.  Have the class complete an anonymous evaluation on the series and thank them for their attendance. 

