You are important to me
Customer Service is not only desirable, but necessary for running a healthy
busi‐
ness. A customer service mindset seems in short supply these days. Many people come into the
workforce with emotional baggage; running low on both emotional and social intelligence. While
customer service skills can no longer be assumed, they can, however, be improved. With a small
investment of time in the staff, positive shifts can be affected. The ability to create a genuine cus‐
tomer experience is based on respect, effective interactions, attitude and managing negative emo‐
tional energy.

Workshop Purpose:


Progress customer service from good to better to best;



Help service‐people see themselves as an integral and important element of the process;



Make customers feel positive about their interactions and share their good experiences with
others.

Outcomes:
1. Realize that respect is at the heart of genuine customer service
2. Desire to improve MFA (market feedback analysis) scores
3. Learn to manage stressful situations
4. Avoid being drawn into drama
5. Create “Standard Work” ( a repeatable process ) for delivering negative news
The full workshop described is 4 hours. It can be modified by topic to meet your needs. Held on‐
site.

Your Workshop Leader
With over 35 years experience and numerous international applications of
the principles in Fortune 500 companies, your workshop leader and practi‐
tioner, Alden B. Davis, guides you to become your best . Alden has worked
with frontline people around the world sharing lessons learned from work‐
ing at United Technologies and FMC Corp. His entertaining and interactive
style creates a learning environment where people are ready to excel. As
one participant said, “I can honestly state that [he] held my full attention
from the minute it started until the minute it ended. This is a direct reflec‐
tion on the instructor. He did a fantastic job."
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