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We will send you the slides and recording of this webinar in a few days



Quick customer service Wins! with Elnian Gilbert & Arianna Tellez hosted by Gauri Thergaonkar June 14, 2017 We will send you the slides and recording of this webinar in a few days



We will send you the slides and recording of this webinar in a few days



Out of 276 webinar survey respondents, 60% are not currently formally training on service, and 40% are.



You know how we feel about Customer Service training, we can even help you set up yours. BUT, in the meanwhile ….. We will send you the slides and recording of this webinar in a few days



We will send you the slides and recording of this webinar in a few days



It all adds up! Use 10-4 Rule



Know How to Break the Rules Positive Power of Language



Employ 2nd Person In Turn Tips into Rules



Today’s Service Tips 1.  Use the 10-4 Rule 2.  Know How (and When) to Break the Rules 3.  Use Positive Power of Language 4.  Employ the 2nd Person In 5.  Turn Tips into Rules



We will send you the slides and recording of this webinar in a few days
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Tip 1 : Use the 10-4 Rule •  In Person •  Over the Phone •  In Writing •  With co-workers
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Tip 2 : Know How (& When) to Break the Rules Don’t lose a customer because of your rules!
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Tip 2 : Know How (& When) to Break the Rules In the moment: •  Do what you can! Work with the customer to try to get to a “yes.” •  Let them know when we’re bending or breaking the rules. After the fact: •  Document what happened. •  Re-evaluate the system. We will send you the slides and recording of this webinar in a few days
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Tip 3 : Use Positive Power of Language Framing responses in a more positive way almost always results in a more positive outcome, for the customer and for us. Avoid saying things like “Have to” or “Cannot.” Try not to end the conversation – allow the customer to do that.



We will send you the slides and recording of this webinar in a few days
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Tip 3 : Use Positive Power of Language Instead of :



Say :



•  You have to stand in line to order.



•  The line to place your order starts right here.



•  I can’t do that for you.



•  Here’s what I can do.



•  Is that all?



•  What else can I do/get for you?
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Tip 4 : Employ 2nd Person In Whenever you can, follow a service interaction with another one with a different person: •  This amplifies a great customer experience – it shows that you matter to everyone in the business. •  This de-amplifies a customer complaint – a 2nd person can be more of a “neutral” party and be heard more clearly. It also shows the customer that they matter enough for us to spend time/resources on to make things right.
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Tip 5 : Turn Tips into Rules Take your unwritten, historical expectations and turn them into documented, practical “rules” that you can use for training! (That’s how we got the 10-4 Rule!)



Example – 55:05 •  Unlock the doors at 55 before the hour you open, and lock them 5 minutes after you say you close!



Example – Always be making regulars (credit to many of you!) •  Get to know your customers – collect and share information about them. We will send you the slides and recording of this webinar in a few days
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Tip 5 : Turn Tips into Rules Example – Guest Right of Way (credit to Dani Ovaitt) •  “Allowing guests to walk through a tight space before you shows that you’re never in too much of a hurry to pay attention to them!”



Example – Moment of Truth (credit to Danielle Lombardo) •  “Look around at people and take notice if they don’t look completely happy. It gives you the chance to find out if they need something and provide amazing service all in one.”
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Tip 5 : Turn Tips into Rules Example – Answer the hard questions first (credit to Linda Kelley) •  “Never leave the hard questions for last.”



Example – Systematize setting the right tone (credit to Michelle Driscoll & Kat Gordon) •  “Encourage the team to tell positive, fun stories about a favorite interaction from the last week – totally sets up a service mindset and reminds us all that we love our customers!”
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Bonus Tip :



Much of this applies to co-workers, too! We will send you the slides and recording of this webinar in a few days
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Questions? We will send you the slides and recording of this webinar in a few days
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More ZingTrain Customer Service resources are always available online at



http://zcob.me/service http://zcob.me/104rule We will send you the slides and recording of this webinar in a few days
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www.zingtrain.com 734.930.1919 [email protected] [email protected] [email protected] We will send you the slides and recording of this webinar in a few days
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