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Practicing Customer Care

Principles of Customer Care – How 

to Handle Difficult Customers and 

Give bad news

Practising Handling Difficult 

Customers

Practising Giving Bad News


HALF DAY WORKSHOP ON PRACTISING CUSTOMER CARE 
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The Customer Care Workshop aims to make participants discover for themselves why customer care is becoming more important, why it is the personal aspects of service that is often more memorable than the material aspects such as delivery time etc. and why it is not just the external customer that is important: internal customers are critical too.

Participants after watching a communication training film will be asked to identify instances of good and bad first impressions, body language, active listening etc. and will feed this back to the group in a discussion after the film.
They will then brainstorm ways to cope with angry customers and develop the PASS technique – Passive listening, Active listening, Solution, Solution before role playing typical situations.
Finally they will brainstorm how to give customers bad news and develop the PHASE technique before again role-playing typical situations.
Participants are left with checklists for face to face communication, dealing with angry customers, telephone communications and communicating by E-Mail.

	8.30 –8.40
	Half Day Customer Care Programme
Why Customer Care

A brief presentation will cover the reasons for running a customer care programme.  It suggests that companies are now spending more of their time and attention trying to retain existing customers as opposed to finding new customers. Existing customers spend more, cost less to serve and are more likely to recommend your company to others. The main reason for losing customers is poor service not dissatisfaction with the product


	8.40  9.10
	Groupwork: What is Good Customer Service?

We will then run an exercise where each participant is asked to consider what would constitute good customer service if they were buying breakdown insurance from a company such as the AA, RAC etc. and the suggestions will be listed on a flip-chart. We will find that good customer service could be divided into two categories

· material items relating to the service being offered such as price, delivery, quality and features of the service being offered.

· personal items that relate to the way the people deliver the service such as attitude, enthusiasm, clear communication etc.

We will also find that good customer service on both the material and personal aspects is achieved when we achieve customer expectations, but excellent service is achieved when the customer’s expectations are surpassed. It is therefore better to under promise and over deliver than the other way round. We will also find that the personal items of service are the most memorable. It is the way we are treated that we remember most. Excellent customer service could therefore be most easily delivered by dealing with and treating the customer in a way that is better than he expects – “to go the extra mile”



	9.10–9.40

	Film: Who Killed the Sale  which illustrates how poor personal service from all job functions can contribute to a poor customer perception and result in losing the order despite all the "material" benefits of the product being good.

In discussion we will also find that it is not just the people that are dealing face to face with the customer that have an affect on what the customer thinks of our company. Many other people who never see an external customer directly affect customer perception by the quality of the information they give, and others use, and the functions that they perform and others rely on. It is therefore everybody’s responsibility to give excellent customer service – some people serve “internal customers” and some serve the “external customers”.



	9.40-10.10


	Groupwork: Improving Communication with both Internal and External Customers the group brainstorm what they found most important and memorable in face to face communication.

	10.10-10.50
	Film: “Its not what you say” a training film that demonstrates the importance of a good first impression, body language, active listening, choosing the right words and responding properly to problems and complaints

[image: image2.jpg]





	
	Groupwork: Each participant will be asked to identify instances of good and bad first impressions, body language, active listening etc. and will feed this back to the group in a discussion after the film.



	10.50 - 11.20
	Group-work: Determining how to deal  with an angry customer  We then  brainstorm on how we can defuse an angry customer or a customer with a problem. We will develop the PASS method – Passive Listening, Active listening, Solution, Solution.

	11.20 - 11.55


	Role Playing:  Individual Roleplays covering typical service situations such as:

· An incoming call from a customer with a breakdown
· An incoming call from an angry customer who is complaining that his machine does not do what the salesman said it would.
· An incoming call from an angry customer who claims that the service department has failed to do what it said it would.

	11.55 – 12.05


	Group – work: Brainstorming giving bad news.

We then brainstorm the best way to give a customer bad news and develop the PHASE method.

	12.05 – 12.45


	Role Playing:  Individual Roleplays covering typical service situations such as:

· An out going call to a customer to tell him that there are no spares in the country and that the earliest that his machine can be repaired is two days time.
· An outgoing call to a customer to tell him his machine is not economic to repair.
· An outgoing call to tell a customer that an engineer will not be available tomorrow as promised but will not now be available until early next week.

	12.45 – 1.00
	Summary and Action Plan
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The Sales Development Programme is a series of three one day workshops that uses similar frameworks to build an integrated programme that starts by assessing individual sales opportunities, develops the criteria that must be sold to each individual in the customers buying team and establishes the key factors that can be negotiated to arrive at a solution that is acceptable to both parties.

It then goes on to look at application  and key account development  and develops methods to determine how much time to spend on each application, key account and individual customer.  It finishes with  a final day practising the selling skills, presentation and negotiation skills necessary to bring the sales opportunity to a successful conclusion.










