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This is a training program in Customer Service, developed specifically for Field Service Technicians and other members of the food equipment industry: support staff, manufacturers’ service departments, and marketing & sales departments.

The program was developed with the help of people like yourself who are out there on the front line every day—and it was designed for you. It should make your job a little easier, more rewarding, and a lot less stressful.

The training program contains one videotape and one workbook, which can be used together or independently.

The workbook may be used in a group setting, with a facilitator, or individually and at your own pace. The workbook is in five parts, and each part consists of:

1. A discussion of Customer Service issues, skills and tools.

2. Activities and questions, to be answered either in the notebook or on separate sheets of paper. The exercises are designed to draw on your own experience and ideas; they’re most helpful when you answer as thoughtfully as you can.

3. Supplemental suggestions for group discussion, when the training is done in a group setting.

Complete the activities for each part before continuing on to the next step.

PART 1: TROUBLE IS YOUR BUSINESS
You’re a professional. You have the skills and the tools to do your job; you do it right, and you’re proud of your work. You work hard to get your customer back on line as quickly as possible.

Sometimes the customer recognizes your effort, and you get the appreciation you deserve—but it doesn’t always happen that way.

A Service Technician’s biggest problems often have nothing to do with the broken equipment: The machine can be repaired while everything else seems to break down—your customer gets irrational, your blood pressure goes up—the job’s been done but nobody’s satisfied. Unrealistic expectations, miscommunication, and hot tempers spell TROUBLE—the kind of trouble you can’t fix with factory parts.

That’s why customer relations are just as important as equipment problems. It’s why customer service expertise is just as important as technical expertise. That’s what this training program is about: Skills and tools for CUSTOMER SERVICE.

What is Customer Service? It’s a lot like equipment service – preventative maintenance, troubleshooting, and emergency repairs are all important parts of the job.

PREVENTATIVE MAINTENANCE: Establishing a good relationship with the customer through clear communication and a positive attitude.

TROUBLESHOOTING: Knowing how to recognize potential problems, understand their source, and choose the right approach to solve the problem.

EMERGENCY REPAIRS: Tools and techniques for resolving conflicts and handling major customer breakdowns.

What’s different, of course, is that you’re working with human beings—hot machines.  Like you, they’re dealing with time pressures, frustrations, and all-too-human emotions. That’s the challenge of Customer Service. It’s also the reward: The deepest satisfaction comes from knowing you’re recognized and appreciated by another human being. You deserve the reward!

Who’s responsible for good Customer Service? The Customer Service Network:
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It’s an interdependent network: A weak link anywhere can make everyone’s job harder. Indifference at the factory, misinformation from the sales rep, miscommunication from the dispatcher—any one of these problems, at any one of these places, will show up on the front line as TROUBLE.
That’s why it’s important to understand the network and to maintain GOOD COMMUNICATION with every other link. The better everyone understands their own role and their relationship to the rest of the network, the easier everyone’s job will be. Customer Service is everyone’s job.

Was the equipment thoroughly demonstrated and explained? Many problems can be avoided when the Sales Rep takes time to educate the customer in preventative maintenance and proper use.

Does the Service Company know that the Manufacturer’s Rep is selling a new piece of equipment? Are parts available?

What about phone contacts? Switchboard operators and dispatchers play a vital role in Customer Service, relaying critical information and setting the scene for what happens next. This is so important that we’ll be looking at it in detail later on.

But it’s the Service Technician who meets the customer face-to-face when trouble occurs, and it’s the Service Technician who deals first-hand with service problems and breakdowns. You’re in the kitchen: you take the heat. When it comes to Customer Service, you’re the front-line pro.
Who benefits from good Customer Service—and how? Everybody benefits—the whole network. Think about it: you all depend on each other to stay in business; when somebody hurts, everybody hurts. When one link does a good job, everybody benefits. And that’s your livelihood.

But you benefit directly, too—right there on the job site. Good Customer Service avoids unnecessary problems. Those service calls are less stressful. You’re appreciated. You walk out the door knowing you handled another one like a pro.

“Hey, thanks.” you hear the manager say. “Sorry I got so hot, but we were in trouble here.”

“No problem.” you reply.  “Trouble is my business.”

ACITIVITY 1-1: Thinking about customer service
a. What has been your attitude toward Customer Service?

___I think it’s an important part of my job, and I feel I’m pretty good at it.

___I see myself primarily as a Technician—I fix equipment. I know Customer 
      Service is important, but I could use some techniques to make it easier.

___I don’t like this part of my job; I guess it’s important, but I don’t think I’m 
      good at it.

___I don’t think so much emphasis should be put on Customer Service, and/or I 
      don’t like dealing with people’s emotions.

___Other:

b. Describe a personal experience of the benefits of successful customer service.

c. Describe an incident that you wish you could have avoided—and might have avoided with the right skills and tools for Customer Service.

ACTIVITY 1-2: Identifying your Customer Service Network
a. What are the critical links in your Network?

b. Which links could benefit from better understanding/communication?

c..
What role can you have in making this happen?

d. What kind of effect have you had on your Network during the past month?

e. How do you think you’re perceived by the rest of the network, including customers?
SUPPLEMENT: Suggestions for group discussion
Discuss attitudes and preconceptions about Customer Service and its role in a Service Technicians job.

Discuss the role of each link in the Customer Service Network, and how each relates to the rest.

Share personal experiences of the benefits of successful customer service.

PART 2: THE SMOOTH OPERATOR

What makes a service call a Customer Service Success? Well, you know it when it happens: the job’s done and everybody feels good about it. Or, some problems came up but they were worked out smoothly. No misunderstandings. No hot tempers. 
Those successes are more likely to happen when you take charge of that call, set the tone, and make sure a couple of things are covered: Customer Contact and Clear Communication.

From the moment you walk in the door, you want people to know you’re there to help; your confidence and concern can set the tone. Find out who’s in charge and make contact with them. They’ve got a problem; they might need a little reassurance. Let me know you’re on the job. It will pay off down the line—it’s the first step in setting up clear communication. And…

Communication is the key to the Smooth Operator’s success. You can probably think of a few times when communication broke down between you and your customer; was one or more of these preventative measures overlooked?
1. ASK QUESTIONS. The first step in good communication is good listening. Take time to find out how and why the problem occurred; get the overview that might save time and trouble later. Learn to read your customer and spot problem issues before they get in the way.

2. LET THEM KNOW WHAT YOU’RE DOING. Short-circuit unrealistic expectations by explaining what you’re doing, what parts you’ll need and where they have to come from, how long it might take and why. The customer might still want the problem fixed yesterday—but he or she will at least understand that you’re doing the best you can and that everything is under control.

3. CLARIFY AND EXPLAIN. Go over the paperwork with your customer. Make sure they understand parts requirements, mileage and overtime charges. Along with any other details that might be cause for misunderstandings.

4. OFFER SUGGESTIONS FOR PREVENTATIVE MAINTENANCE. Let them know what they can do to avoid future equipment problems and unnecessary service calls. A thorough check of the equipment today—and a few minutes spent on “customer training” –will benefit both of you.

VERBAL COMMUNICATION–the words we actually say to each other –is only one of the ways in which human beings communicate. We say just as much -- more actually through NONVERBAL COMMUNICATION: tone of voice, body language, eye contact and responsiveness.

You read nonverbal “signals” all the time. Whey you recognize anger or hostility In someone’s voice even though their words may be carefully polite, you’re reading their tone of voice. When you’re trying to talk to someone who won’t look you in the eye and stand rigidly with arms crossed in front of his chest, that “body language” is telling you to watch out—he’s not open to what you’re saying!

You can avoid problems by learning to “read the customer” –paying careful attention to these messages and adapting your approach if you see signs of hostility, frustration, or simply preoccupation. You can take steps to smooth things over and make real contact possible before either of you says something that could make it much harder.
The Smooth Operator is a master of these critical moves. He knows that the few extra minutes it takes to make contact and communicate are worth the effort. They pay off.

“That guy really knows what he’s doing.” you hear the manager proclaim to the cook as you pack your tools. “I’m actually kind of glad we had to call him out here.”

What’s that tune you’re whistling?  “…he’s a smooooth operator…”

YOUR CUSTOMER SERVICE TOOLKIT

Basic Tool #1: A Positive Attitude

You know how important it is to have the right tools. Even when you’ve nailed down the problem and you know exactly what needs to be done, you’ve got to have the tools to do it.

The most important item in your Customer Service Toolkit is the positive attitude you bring to the job. This raises some important questions:


What influences your attitude? How much control do you have over it?


How does your attitude affect the way you feel about yourself and your job?


How do other people perceive your attitude? What indicated to them a “good 
attitude” or a “bad attitude”?

How does your attitude affect the people around you and their response to you?

We’ve all had the experience of coming into a situation feeling frustrated or angry or depressed—expecting the worst—and realizing later that it really got in the way, affecting everyone else and making “the worst” inevitable. A negative attitude is contagious.

Fortunately, so is a positive attitude—and you are in control. Although many things can influence your attitude—from a lousy encounter over breakfast, to the way you feel about your boss, to the way you feel about yourself—ultimately you’re in charge.
And of course the first person to be affected by your attitude is you. You can say to yourself, “I’m good at what I do and I take pride in my work. I have the power to affect the people I come into contact with in a positive way. I understand that other people have problems and pressures too, and I can’t take everything personally. I know I can choose to take control of a tough situation and turn it around – I don’t have to be at the mercy of anybody else’s attitude!” And it’s all true.
Pay attention too, to the nonverbal signals you send out about your attitude. Since people often react to these signals rather than to our words, it’s not enough just to “keep your thoughts to yourself” and not say anything negative. Be aware that you’re saying just as much—or more—with your:

Tone of voice

Body language and eye contact

Willingness to listen

Interest and responsiveness

Self-confidence

It’s usually true that “what goes around comes around. Customers and co-workers will respond to your positive attitude. It can make your job a whole lot easier, de-fusing explosive tempers and smoothing the way for good customer contact and communication. Don’t leave home without it!

ACTIVITY 2-1: Evaluating your own customer contact and communication
a. Rate yourself on a scale of 1 to 3. _____
1 = Yes, I do this pretty consistently
2 = Sometimes, but I don’t usually go out of my way to do it

3 = No, I don’t usually do this unless I absolutely have to


___I find the manager immediately and let him/her know I’m on the job.

___I ask thorough questions to get an overview, and I pay attention to the 
      customer’s concerns.

___I explain what I’m doing and why, where the parts will come from, and how 
      long it’s likely to take.
___I write an estimate, and go over final charges with the customer to avoid 
      misunderstandings.
___I look for potential problems and offer suggestions for preventative 
      maintenance.

b. Define for yourself the term “body language.” Think of some times when body language, eye contact, or tone of voice has told you something about what a customer, a co-worker, or a friend was really thinking.

c. How do you think you might benefit from the information in this section? Describe a problem situation that might have been avoided with better contact and communication.
d. Where else in your Customer Service Network is clear communication important?

e. Why should “reassuring the customer” and “customer training” be considered part of the job?

ACTIVITY 2-2: Thinking about “Attitude”

a. How would you describe your on-the-job attitude? How much does it vary form day to day? What seems to affect it?
b. Do you notice a more positive response from the people around you when you’re feeling good about yourself, your work, and your effectiveness?

c. Based only on your tone of voice, body language, responsiveness, and other nonverbal communication, how do you think your customers would describe you?

___loves his work



___wants to help me out

___courteous




___friendly and outgoing

___withdrawn or shy



___would rather not be here

___diplomatic




___patient

___confident




___depressed

___unscrupulous



___evasive

___avoids responsibility


___honest and dependable

d. Do you think a change in attitude might sometimes make your job go more smoothly? If so, what steps can you take to make this possible?

e. Describe a time when you were able to de-fuse a hostile customer by taking a calm, positive approach.

SUPPLEMENT: Suggestions for group discussion

Share experiences of times when good customer contact and communication paid off or when the lack of it caused a problem.

Discuss the “group attitude” of this company, staff or crew. How would each member describe the “attitude” of the group as a whole, and how does these affect individual attitudes?

Discuss the concept of Positive Attitude as a “tool” for successful Customer Service.

Share and discuss responses to Activity 2-2.

PART 3: THE COOL TROUBLESHOOTER

No matter how well everybody does their job, things can go wrong.

Machines break down. So do people.

The thermometer reads 98 degrees, and it must be 110 degrees in your truck; you’re running behind and you can’t find the place you were supposed to get to 45 minutes ago; did the dispatcher give you the wrong address, or did you write it down wrong?...You get there and locate the problem, only to find that you can’t get the part for this new fryer locally, and the customer wants it right now; your whole family’s coming over to dinner tonight for your brother’s birthday and your were supposed to pick up the beer after work; that angry customer is breathing down your neck as you dial the manufacturer. You’ve just about had it. Not only that, but you’re pretty sure it was the cook’s negligence that caused the problem, and you’re going to have to tell her that it won’t be covered by the warranty.

Meanwhile, she’s been explaining to customers all day why she can’t fill their orders; they’re impatient, they’re complaining, and many of them just walk out. She’s only been in business for two months and she can’t afford to lose customers like this. She’s in debt—she paid a lot to get all new equipment so things like this wouldn’t happen, and now she’s losing money on it. She was counting on you to fix it. So what’s your problem anyway?

Pressure, stress, and nasty surprises. They’re out there. But the Cool Troubleshooter can handle them. Let’s look first at the kinds of trouble you’re likely to run into—and then at some techniques for dealing with it. As you look down the list, think about which ones come up most frequently for you, which ones you find most difficult to deal with, and which ones you can usually manage or avoid:
Time Pressures

Breakdowns in your Customers Service Network

Unrealistic expectations and demands

Unfamiliar equipment, unavailable parts and unavoidable delays

Customer sarcasm and hostility

Irrational behavior and threats

Your own frustration and anger

What’s the first thing to do at the first sign of trouble? That’s right: Slow down; cool down; center yourself. It may be clear to you that the barriers to communication are already up, in spite of your good intentions. There may be land mines scattered everywhere. But a cool head makes it possible to sidestep the worst problems and take control of the situation. Remember: Stay cool and you’re in control. Once you know you’re in control, you can put your Emergency Repair Skills to work.
GUIDELINES FOR EMERGANCY REPAIRS: There are some basic rules for dealing with emergency breakdowns, and skillful Troubleshooter will use them at the first sign of trouble. As you read about these “emergency guidelines”, think about times when you’ve used them yourself.

1) LISTEN – Let the customer blow off some steam—and really listen to what he or she has to say. Silently rolling your eyes and tapping your foot while they spout off doesn’t count! Nodding, acknowledging what she has to say, and letting her know you heard and understood is a first step toward real cooperation.

2) ACKNOWLEDGE, APOLOGIZE, AND EXPLAIN. If they have a complaint, be willing to acknowledge it and apologize; explain why it happened. This is not a good time to get defensive.

3) THINK BEFORE YOU SPEAK. Take a moment before you respond or ask questions; think about what you want to say and how it will come across. Avoid adding fuel to the fire with expressions of horror like:

“I’ve never laid eyes on this kind of oven before!—or “Oh god, not this model”—or “Hasn’t anybody ever cleaned this thing?” There are some things he just doesn’t need to hear right now.

4) NEVER BADMOUTH THE EQUIPMENT, THE MANUFACTURER, OR ANYONE IN YOUR NETWORK. It doesn’t make you look good—and it may come back to haunt you. When the customer loses faith in one part of the network, it will affect you, too.

5) PRAISE THE CUSTOMER. There’s nothing wrong with a little praise or flattery—a comment on the place’s good reputation, how clean the kitchen looks etc.

6) USE YOUR SENSE OF HUMOR. There’s nothing like a little humor to lighten things up and get communication going again. You don’t want to make light of the customer’s problem, of course. But you can always laugh at yourself—and maybe they’ll catch on!

7) PUT YOUR COMPASSION TO WORK. Remind yourself that the customer is probably under some terrible pressure too –chaos in the kitchen, angry customers out front, lost income. Things are a mess; they want a Superman to save the day—and when you turn out to be only human, they take out their frustrations on you. But when a customer gets abusive, it helps to understand the difference between personal abuse and “professional abuse”—just part of the job when you’re dealing with people in trouble.
8) REASSURE THE CUSTOMER THAT YOU’RE IN CONTROL OF THE SITUATION. If you’re going to have to make some special efforts to get the part…if you’re going to have to work overtime..EXPLAIN the situation and let the customer know you’re doing everything you can to get him operating again.
9) WATCH OUT FOR YOUR OWN EMOTIONS. Learn to spot trouble from your own emotions, and get a grip on them before they get a grip on you. Your CUSTOMER SERVICE TOOLKIT contains some tips for stress reduction; master those that seem to work for you—and use them.

Stay calm; be confident; remember the guidelines and make those emergency repairs—you’re a Cool Troubleshooter.

YOUR CUSTOMER SERVICE TOOLKIT

Basic Tool #2: Stress Control

Stress kills. We know that long-term stress from feelings of frustration and pent-up anger can actually cause health problems. It also tends to get dumped on friends and families, creating new kinds of stress.

Of course, trouble is your business—and trouble means stress. Everybody feels some stress. And none of the Emergency Guidelines we’ve talked about suggests that you should let anger and frustration out on the job every time you feel it—even if it’s justified. You’re supposed to keep a cool head. So—what can you do?

Here are some simple tips for releasing that stress without passing it on to someone else. You can adapt these exercises to work for you in your own situation, and begin to use them every day.

1) Let go of the last call before you go on to the next one. Every time you get back in your truck, take 1 minute (you can use it to get the engine running) and go through this simple exercise:
STRETCH – Then sit up straight in the cab, with your feet flat and relax. Exhale completely, take a deep breath, and hold it as you count to three. As you exhale, release any stress from the last encounter along with your breath. Imagine your tension going out with your breath. Repeat this three times, until you can put that call behind you.

Use your driving time to relax: Listen to some good music, and arrive at the next call with your positive attitude in good shape. This is also a good way to end the day.

2) Learn to center yourself. When you find yourself in a situation that’s getting out of control, practice “grounding” yourself this way:

Stand with both feet flat on the floor. Take a deep breath and exhale completely- as you take another breath, think of “pulling yourself together”, focusing on your attention and your ability to solve problems. As you exhale, imagine your weight sinking to your feet and “rooting” you like a tree. Repeat this a couple of times.

Skeptical? Try it. Use an image that makes sense for you. The important part is to breathe deeply and to imagine yourself “grounded” or “rooted” No one will even notice what you’re doing, and you should find that you’re more in control.

3) RELAX. When things are really hot, or after an especially stressful call, use your break time to get some fresh air. Find a spot where you can sit for a few minutes. The try this quick relaxer:
Sit up straight (or stand) with your arms hanging at your sides. Take a deep breath and exhale completely. Drop your chin to your chest. Rotate first to the left shoulder, then to 
the right, and then slowly around in a circle. Repeat this a couple of times. Tighten your hands into fists, and squeeze as you count to three. Then release; extend and stretch your fingers. Repeat several times. Tighten your toes and calves; then relax. Repeat. Tighten your stomach; then relax. Repeat. Tighten your shoulders and chest; then relax. Repeat Tighten your hands; then relax. Stretch your arms forward and to the sides. Shake your arms and hands. Tighten your neck and face; then relax. Rotate your head slowly; repeat in the opposite direction.
It’s a good idea to follow this with Exercise 1 (letting go of stress). This whole sequence will take a few minutes. It’s worth it.

4) Talk to co-workers. Sometimes your customers need to blow off steam. Sometimes you do, too. Find someone who can listen and who understands that what you’re doing is simply getting rid of tension. You and your co-workers can share ideas for solving on-the-job problems and handling stress.

Question: Why is this important? Answer: You deserve the same kind of care, maintenance, and emergency aid you give that equipment.

ACTIVITY 3-1: Evaluating your problems
a. As you look at this list of problems, think about your own experience. For each, note; 1) the frequency with which it comes up for you, and; 2) the difficulty you have with it:

fff = often


ff = occasionally

f = never or almost never

ddd = I find this very hard to deal with

dd = sometimes it’s difficult, but I can usually handle it

d = I’m almost always successful at handling this

____time pressures



____unrealistic expectations

____sarcasm/hostility



____threatening behavior

____unfamiliar equipment


____your own frustration/anger

____unavailable parts/unavoidable delays

____breakdowns/miscommunications in your Customer Service Network

b. If your answer to any item in Question (3-1) was fff: Why do you think it happens often? What steps can you take to make it happen less often?

c. If your answer to any item in Question (3-1) was ddd: Which of the guidelines in Part 3 might help you?

d. If your answer to any item in Question (3-1) was f or d: What are some of the successful techniques you use for avoiding and handling problems?

ACTIVITY 3-2:  Evaluating your Emergency Repairs
a. Evaluate your own use of the Emergency Guidelines on a scale of 1-3.
1 = Yes, I almost always do this when faced with a problem

2 = Sometimes, I do this, and sometimes it’s difficult

3 = No, I think I’ve had some trouble with this

____listen





____acknowledge/apologize/explain

____think before I speak



____avoid badmouthing

____be understanding



____reassure them I’m in control

____use humor




____praise the customer

____keep cool and master my own emotional reactions

b. If your answer to any item in Question (3-2) was a 2 or a 3 : How can you improve you skills in this area?

c. Think of a time or times when you were confronted with an unreasonable or hostile customer. What pressures or frustrations might he or she have been under? How—and why—did this pressure get passed on to you?

d. Do you have some techniques of your own that other Field Service Technicians might find useful?

ACTIVITY 3-3: Thinking about Stress Control

a. How does on-the-job stress seem to affect the way you feel, both physically and mentally?

b. Think of some common problems in your job in which stress plays a part. (They might be in yourself, in your customers, or in your co-workers.)

c. Turn to pages 20 and 21 and practice Exercises 1-3, going through each step as described.

d. Which exercise do you think can be most helpful to you? Think of some occasions when it might have helped.

SUPPLEMENT: Suggestions for group discussion
Share positive experiences of success in handling problems. Include Questions (3-2) B-D.

How can talking with co-workers be an effective technique for this group? What problems might be solved?

Discuss attitudes (or prejudices) toward using exercises for stress control. Why is it important?

Practice Exercises 1-3 as a group, rather than individually. Then discuss Question (3-3)D.

PART 4: PROBLEMS AND PARTNERSHIPS

Mastering the C.O.D.: When Service Technicians get together to talk about common problems, this one always comes up; everybody dreads a C.O.D. But there are a few things you can do to make it easier.
a. FIND THE MANAGER IMMEDIATELY AND LET HIM KNOW YOU’LL HAVE TO BE PAID BEFORE YOU LEAVE—BUT DON’T CALL IT A C.O.D! This initial contact is especially important when you’re dealing with a C.O.D. Introduce yourself and let him know up-front what the situation is. Call him by name—everybody appreciates that. Get things off to friendly start.

Customers hate a C.O.D., too: just to say the word is to drop a little bomb. So don’t say it. Try something like this instead:

“The office says they don’t have an account for you, Mark, so I’ll have to get payment before I leave. Will you be the one to approve the work and write a check when I’m done?”

b. WRITE UP AN ESTIMATE AND GO OVER IT WITH CUSTOMER BEFORE YOU BEGIN THE WORK; ACKNOWLEDGE ANY QUESTIONS OR COMPLAINTS. Explain all the charges, and listen sympathetically if he seems shocked or depressed. Chances are you’ll get the go-ahead; if not, suggest that he can call the office to try and work something out.

c. DON’T LET HIM GET AWAY. Try to get payment just before you pack up—not at the last moment. In the meantime, keep an eye on the guy who signs the checks!

It helps to be clear about your company’s policies for handling C.O.D. complaints and fast getaways. When in doubt, call and find out.

Be friendly and patient. Be clear and cautious, and don’t le him get away. That’s how to master the C.O.D.
The “Unnecessary” Call: It happens all the time. The machine was unplugged and nobody noticed, or somebody forgot to trip the breaker, or the water got turned off. You made a service call (to plug it in, or trip, or turn it on), and now you have to charge your minimum rate. The customer gets irate. This is a good time to remember a few guidelines.
1. HAVE A LITTLE COMPASSION—AND SOME HUMOR. Not only does she feel ripped off. She’s embarrassed and annoyed with herself and her crew. Don’t add insult to injury! You can smooth things over by breaking the news in a sympathetic way, reassuring her that we all make mistakes.

2. LISTEN TO HER COMPLAINT. If she complains about the charge, tell her you understand how she feels. Then:

3. OFFER TO CHECK OUT THE OTHER EQUIPMENT AND DO SOME PREVENTIVE MAINTENANCE. Let her know you’re here to help her out, and use this time for a little Customer Training. Some Service Technicians offer a Service Call Checklist to help customers avoid unnecessary calls; it tells them what to look for before calling for repairs.

When you handle this one smoothly, you know you’ve got real Customer Service Expertise. Congratulations!

The telephone link: Okay –now let’s leave the Service Technician on the job in the field, and turn our attention for a minute to some other parts of the Customer Service Network.

Manufacturers’ service departments, sales reps, dealers, dispatchers, switchboard operators, and other telephone personnel—each is a critical link, because they set the scene for what happens out there in the field. When you handle a Customer Service phone call, you’re in charge; the success of the service call depends on you.

CLARITY—CONFIDENCE—COURTESY—INTEREST: Identify yourself by name. Speak slowly and clearly. Lower your voice slightly; you’ll sound more calm, confident, and reassuring. Be courteous; never say “hold on” and put someone on hold (or transfer the call); ask if they can hold, and wait for a response. Put a little interest into your voice; they have a problem, and they want to know you’re paying attention to what they have to.
Smile; believe it or not, they’ll hear it. These are the basics of good telephone contact.

ASK THE RIGHT QUESTIONS: The customer and the Service Technician are counting on you to get complete, accurate information; it’s worth the time to get it all; and get it right.

Make, Model and serial number?

How long have they had the equipment? (It’s a hint as to whether it’s under warranty)

Gas Equipment is it on LP or natural gas?

Electric Equipment what is the Voltage and phase?

Name of the contact person?

Address? (Should be verified, even if you have it)

Anything else the Service Technician should know about the circumstances of the breakdown?

UNDERSTAND YOUR NETWORK: When you’re up-to-date about how your network operates, you’ll sound—and you’ll be—more confident. It helps to know where to turn to answer questions or handle problems when they come up. Talk to your co-workers about how you can help each other out.

You and the Field Technician: it’s a Partnership.

ACTIVITY 4 – 1: The C.O.D.

a. How do you usually handle a C.O.D.? What do you think are the most common reasons for problems with a C.O.D. call?

b. Which of the tips for “Mastering the C.O.D.” do you think you’ve already mastered, and what might help if you use them in the future? Rate each on a scale of 1-3.

1 = No problem—I almost always do this
2 = Sometimes yes, sometimes no

3 = I need to work on this one

____I find the manager right away, introduce myself, and make sure he or she knows  

        I’ll have to be paid.

____I avoid saying “this is a C.O.D.” and explain why I have to get payment.

____I call the manager by name and keep things positive.

____I write an estimate of all costs and go over it before I begin the work.

____I try to be sympathetic to the customer’s reactions and helpful if he or she wants 
        to call the office.

____I keep an eye out to make sure the manager doesn’t leave, and I don’t wait till 
        the last minute to get payment.

ACTIVITY 4 – 2: The “Unnecessary” Call
a. Think about your own experience. What are the usual reasons for “unnecessary” calls?

b. Think about #3 on page 20: “Offer to Check out Other Equipment and Do Some Preventive Maintenance.” Who benefits from this offer?
c. What kinds of Customer Training can you do at these times? What are some other situations, apart from the “unnecessary” call, when Customer Training can occur?

d. What steps can you take to avoid these calls? How can communication between the following network members help avoid them?
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ACTIVITY 4-3: The telephone link
a. Switchboard Operators, Dispatchers, and other telephone personnel:

Evaluate your Customer Service Skills on a scale of 1 to 3.

1 = Yes, I take care to do this and I’m good at it

2 = Sometimes, but I could be better

3 = No, I need to work on this

____I ask careful, thorough questions; I know what to ask.

____I’m a careful listener; I let the customer know I’m interested in their problem.

____I understand our Customer Service Network and I know how to handle incoming         
        calls.

____I have good communication with the Service Technician and other member of               

        my Network.

____I relay clear, accurate information.

____I always verify the address and get the contact name.

____I think of myself as the Field Technician’s partner.

____I have a pleasant, professional telephone voice.

____I’m always courteous, even when I’m rushed. I don’t tell people to hold; I ask, 
        and wait for their response. I try to call the customer by name.

____I set a positive, reassuring tone and get the service call off to a good start.

SUPPLEMENT: Suggestions for Group Discussion
Discuss responses to Questions (4-1) A - B.

Discuss Question (4-2) B.

What is Customer Training? What role does a “Service Call Checklist” have in Customer Training? In this group, who might develop such a checklist for customers? What other steps can this group take, as a Network, to improve their Customer Training?

Discuss Questions (4-2) D. How effectively does this group as a network, communicate and help each other—in general?

PART 5: LET THEM KNOW YOU’RE A PRO
So far, we’ve covered the basic tools and skills for good Customer Service. We’ve looked at the Customer Service Network and the importance of each link in that Network. We’ve talked about some of the common problems Field Service Technicians run into, and come up with some guidelines for handling trouble.

But there are a few more things to think about – the final polish on your Customer Service Expertise.

a. LOOKING GOOD. You do some dirty work, and you need to move around in some tough spots; nobody expects you to show up in a 3-piece suit. But the Service Technician who arrives on a call looking like he just crawled out from behind the oven isn’t going to inspire confidence and get things off to a good start. Take an extra minute to look your best. Let them know you take pride in who you are and what you do.

b. DETAILS. The Smooth Operator knows the importance of details. Staying up-to-date on your company’s policies and knowing how to get parts and warrantee information quickly can save trouble and confusion on a job site. Even things like neat, readable, well-organized paperwork can mean a lot.

c. FOLLOW-UP. Nothing impresses a customer like a follow-up call to make sure everything’s working smoothly or to answer that question you said you’d look into. This is really “the extra mile”—the mark of excellence in Customer Service.

You already had the technical know-how to fix equipment. Now you’ve got the Customer Service skills to work with people. You’ve got the all-round expertise to handle any situation. You’ve got the know-how. Now—Let them know you’re a pro!
ACTIVITY 5-1: Polishing up your performance

a. In each of the following areas, where can you make some improvements?

Look good:

Paperwork:

Awareness of company policies:

How to get information quickly:

b. Describe some situations in which Follow-Up might be a good idea.

ACTIVITY 5-2: Reviewing the Program
a. What stands out for you as the most helpful information or suggestion in this Program?

b. In what ways has your thinking about Customer Service changed?

c. How do you think you can benefit directly by using good Customer Service Skills on every call?

d. In what ways has your thinking about your Customer Service Network changed as a result of this program?

e. What ideas do you have on improving communication within your Network? 
f. What positive steps can you make, as an individual, to improve the Network?

SUPPLEMENT: Suggestions for Group Discussion
Discuss “Looking Good” and what this means to each person in the group.

Share experiences of successful “Follow-Up”? When does it happen? What does it usually involve?

Discuss Questions (5-2) A – F.
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