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 (
CUSTOMER SERVICE
)
 (
Workplace Essentials
)


Each and every one of us serves customers, whether we realize it or not. Maybe you're on the front lines of a company, serving the people who buy your products. Perhaps you're an accountant, serving the employees by producing their pay checks and keeping the company running. Or maybe you're a company owner, serving your staff and your customers. 
The Customer Service eLearning will look at all types of customers and how we can serve them better and improve ourselves in the process. Your participants will be provided a strong skillset including in-person and over the phone techniques, dealing with difficult customers, and generating return business.	Comment by AIMinc: Change”workshop” to eLearning
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	ELEARNING OBJECTIVES
· State what customer service means in relation to all your customers, both internal and external
· Recognize how your attitude affects customer service
· Identify your customers’ needs
· Use outstanding customer service to generate return business

	
· Build good will through in-person customer service
· Provide outstanding customer service over the phone
· Connect with customers through online tools 
· Deal with difficult customers
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	PRE-ASSIGNMENT
· What contribution do you make to customer service?
· What would you like to change so that you could provide better customer service?
· What are your customer service strengths?
· What are your customer service weaknesses?
· List three things that you would like to get out of this workshop.


	[bookmark: _GoBack][image: ]
	CASE STUDY EXAMPLE
Ken and Gina were discussing several ideas for a new campaign slogan at their advertising firm. The boss had asked them to complete the task and they were feeling a great deal of pressure. They had issues communicating their ideas, until Ken suggested they use the STAR acronym to get their respective messages across. Gina agreed and together they worked on the Situation, Task, Action and Result of their messages to communicate their ideas in a better way. Gina and Ken were happy when they’d completed their brainstorming session because the STAR acronym had allowed them to communicate several brilliant ideas for the new advertising campaign. 
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	ADVANCE DISCUSSION EXAMPLE
Background: On the surface, it looks like the Cabo Service Center looks as though things couldn’t get any better. Sales are up, and the customers are happy. 
Behind the scenes: Things are far from cheery at the Cabo Service Center. Employee’s have their head down because of continuous fighting and hurtful sabotage. Someone altered performance numbers. The lead rep knows it is only a matter of time before the issue comes to a head.
· How could appreciative inquiry help the lead rep and employees?
· What things might the lead rep and employees discover in the design and dream phases?
· What might the design and destiny phases look like for the lead rep and employees?
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PLACEMENT = CONSULTING = TRAINING





