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A Workshop for Building the Customer Satisfaction Inside and Outside the Organization



Purpose:  To provide employees with the tools required to successfully interact with Customers inside and outside the organization.





Target Population:  All employees who have contact with Customers inside and outside the organization.





Workshop Duration:  Eight Hours (can be conducted in one eight-hour or two four-hour modules).





Methodology:  Facilitated workshop using role-plays to develop skills, and application exercises to develop plans and procedures for implementation.








Approximately one hour is spent on each competency using the following format:





Introduction and demonstration with facilitator leading the discussion, using participant experience to demonstrate key points.


Role-play where participants work in triads (giver, receiver and observer) to practice the competency.


Application exercise where participants document ways to apply competency to their individual or teamwork environments.





Professionalism:  Includes language, appearance and attitude toward Customers.


Communicating with Customers:  Includes listening and questioning to determine the true need or problem.


Availability and Responsiveness:  Includes general helpfulness, how long it takes to respond to a Customer request.


Quality, Value and Timeliness:  Includes an understanding of what the Customer wants, what they will pay for it, and when they need it.


Product/Service Knowledge:  Includes the ability to discuss and explain all aspects of the product/service package, or to identify a resource for this outcome.


Managing Customer Problems and Problem Customers:  Includes ways to successfully address Customer concerns, regardless of the cause.  Also covers how to deal with Customers who are irate, emotional or irrational.








About the Workshop





Content and Agenda

















Support Services





The workshop is designed to allow much more than just skill practice.


During the workshop, participants will:





Identify ways to measure professionalism where they work.


Identify where quick response is important to Customer and develop expediting procedures.


Identify areas where clear communication with the Customer is critical, and how it can be effectively managed.


Develop a performance template for service quality, value and timeliness.


Identify and document answers to frequently asked Customer questions.


Identify typical Customer problems and ways to resolve each.


Identify examples of problem Customer situations and how each can be managed.











Private Workshops:  Arrange for one of our professionals to facilitate a workshop for your employees at a location convenient to you.





Facilitator Certification:  Have your professional facilitation staff certified to present the workshop within your organization.





Application and Return-On-Investment Measurement:  In addition to the measurement tools built into the workshop, we can help you assess skill usage as well as return on your investment.





Strategy Development:  We will work with your senior management to develop a service strategy to get the most out of your service capacity and infrastructure.





Customer Satisfaction Measurement:  We offer the assistance needed to distribute, collect, summarize and present Customer satisfaction survey data.





Full Implementation Service and Support:  We understand that what happens before and after the workshop is just as important as the workshop itself.  We are prepared to help you do whatever is necessary to achieve successful results.





Real World Benefits





To learn more about this and other services, call us at 800-621-5202
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