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	Customer Service Essentials

	Customer Service Series – Workshop #1

	Facilitator Guide


	


Learning Outcomes:

By the end of this session, learners will be able to:

· Articulate the essential customer service skills required to work in the retail and customer service industry, 
· Be aware of the impact each employee has to the overall success of the company, and
· Apply effective strategies to create a positive and lasting impression of the business. 
	TIME
2 hours
	ACTIVITY/TOPIC
	HANDOUT

	
	MATERIALS REQUIRED: 

· Learner Handouts

· CJG Forms

· Markers & Flipchart with Paper (have 3 flipchart papers prepared with the three questions on the Pre-Assessment slide)

· Printable cards (one set of cards per groups of 3)
	

	5 mins
10 mins


	Welcome/Introduce yourself & WEM 
· Housekeeping:  learners complete CJG forms if not completed prior to session
· Explain that Workplace Education Manitoba (WEM) focuses on training and supporting the Manitoba workplace. 

· Go through the Objectives – refer to ppt slide #3
[image: image2.png]Workshop Learning Objectives

© Articulate the essential customer service skills required to
work in the retail and customer service industry,

* Be aware of the impact each employee has to the overall
success of the company, and

* Apply effective strategies to create a positive and lasting
impression of the business.





· Show ppt #4 and present the agenda to the group
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· Show ppt slide #5

[image: image4.png]Pre-Assessment Knowledge

* What are the Essential Skills of the Retail and
Customer Service industry?

* When do you use teamwork and communication
skills?

* How do you deliver quality customer service to all
your customers?





· Have flipcharts around the room with a question listed per page

· Break group into 3 groups – one group per question
· INSTRUCT learners to talk about the question posted on the paper and write down some ideas they have in response. Stress that there is no wrong answer and to write down whatever they think. Give approx. 3 minutes at each question then have them move to the next paper/question.  Once each group has had some time to write down some answers, discuss briefly, tell them that we will be covering these topics today. Acknowledge their participation. 

· Show ppt slide #6
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· Icebreaker:  With your groups, discuss who you think your customers are. Please make a list on page 2 of the handout. Then the second step, talk about the customers you think are “internal” and those that you think are “external”. I’ll give you 5 minutes to discuss.

· Have each group share their list and facilitator scribes. Clarify that internal customers are usually defined as co-workers and supervisors. Whereas external customers are paying customers, visiting customers, supplies and manufacturers, shippers, cleaning or maintenance staff, contractors, etc. 

· End the activity by asking the group: Who is more important – the internal or the external customer? The answer is: both are equally important. We can’t have one without the other. We must serve our co-workers and supervisors with the same level of service as we do our paying (external) customers. 

	Learner Handout
CJG forms

	15 mins
	Objective #1: Articulate the essential customer service skills required to work in the retail and customer service industry. 
· Show ppt slide #7

· SAY: We are going to look at some of the responses your groups wrote under the first question about Essential Skills. But what do we think Essential Skills are? 

· Elicit responses. This is for awareness only, keep it brief. 
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· Show ppt slides #8 & 9 and read the ES description and the nine Essential Skills
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© There are 9 Essential Skills that
are used in different
combinations, in different
applications, in every
occupation.

‘ © They are the foundational skills
you use to carry out your work
tasks and they’re the building
blocks you use to learn new
ones.
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GROUP ACTIVITY
· SAY: So what do you think are the skills required to do your jobs well? 

· Show ppt slide #10

· SAY: Let’s get back into your groups, and work through the three questions on the slide. Each group will have 5 minutes to huddle and then each will present to the large group. 
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1. In your groups, list the top
knowledge and skills required to
work well in the Retail and
Customer Service industry.

2. Give two examples of how
employees demonstrate these
skills on a daily basis.

3. Be prepared to present to the
large group.





· Each group presents. Instructor to link their ideas to question #1-3 from the icebreaker activity. 
· DEBRIEF by saying: Did you ever consider or think about how many skills it takes to work in retail and/or customer service? It is actually a very multi-skilled profession. Perhaps we have only touched on a few of the essential skills required as well. 
NOTE TO INSTRUCTOR: The group activity that learners just completed by identifying the knowledge and skills will act as a metrics for the learning for Objective #1. Record some of the responses that the groups identify for the final report.

	

	15 mins
	BREAK OUT
	

	15 mins
	Objective #2: Be aware of the impact each employee has to the overall success of the company. 
· SAY: Everyone did a great job breaking down the knowledge and skills required in your industry. We understand that people are in different stages of their lives and have different motivations for employment. Some of you may be in the retail and customer service industry as a career, others may be in a temporary position. Either way, there are benefits in doing what you do. Besides of course, collecting a pay cheque every two weeks.

· ASK: What are the benefits of doing your job well?

· Show ppt slide #11 

[image: image10.png]e
Service

What are the benefits of
doing your job well:

»For YOU?
»For the business?
»For the customer?

~ Benefits Workingri}l7Customer

—





· Allow some time for learners to write down some ideas in the handout on page 4. They can do this on their own. Then elicit some ideas from the large group. 
· ASK: What would happen if you didn’t show up for work one day? What would be the impact to your team, to the company, and to the customers? What if your supervisor was unable to find someone to fill your position? 

· Discuss for 5 minutes. 

· DEBRIEF by saying that there are benefits to everyone involved to do a job well. The “what’s in it for me” factor is important to most people. It helps build the foundational skills required to build more complex skills and transfer those skills to other roles. One might even say that these skills benefit both our personal and professional lives. 

NOTE TO INSTRUCTOR: To measure the learning, have volunteers pretend that they are at a job interview. Ask them to state how they contributed to their company’s success in their previous job. Facilitator can demonstrate. Potential responses may be “by following the store’s policies and procedures, I was able to deliver great customer service in a timely and consistent manner” or “by suggestive selling to customers, I was able to increase the company’s profitability plus meet our customers’ needs.” 

Remember to make some notes for the final report.
The key learning point of Objective #2 may also be observed on the job once learners return to work. 
	

	45 mins
	Objective 3: Apply effective strategies to create a positive and lasting impression of the business.

· Show ppt slide #12 
· SAY: We are now going to go through some of the key customer service skills required to deliver quality service. Some may have been discussed in our previous activity, however, some may be new. How do the skills you possess create a positive and lasting impression of your business?
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· ASK: How can you become more informed about your company?

· Elicit some responses. Refer learners to page 5.
· Show ppt slide #13 - #15 and present the points

[image: image12.png]Be Informed About Your
Company

Being knowledgeable of your business and its products is an
essential sales skill.

Know management names and whom to go to with specific
questions

Know how many locations your business has and where they
are located

Keep company contact information within reach
* Including building and website address and phone numbers

Know the hours of operation, layout of your store, floor plan
and additional services offered.





[image: image13.png]Communicate Well

* Use positive and professional language
* Listen to understand

* Be patient with communication challenges— you are
the professional

* Be aware of what your body language is saying!

* Always make eye contact

* Share information with co-workers and supervisors
© Speak clearly and accurately to customers





· If time permits, do an exercise on the flipchart. ASK learners what they consider to be positive and professional language. Scribe on the flipchart. Potential responses are: use of manners, compliments, greetings, enthusiastic tone, avoid offensive language & slang, use workplace terminology, etc.
· Show ppt slide #16 - #18 and spend some time going through them. 

· ASK: What kinds of problems do you experience at work? What kinds of decisions do you make? 
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* Solving problems and making decisions are Thinking
Skills.

© You may have to make decisions on your own at
work as well as solve problems for yourself, co-
workers and customers.

* Some problems and decisions you need to make will
be difficult, especially when you need to balance the
needs of customers with the needs of your business.

© Refer to page 6 in your handout.
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* Multi-tasking is a Thinking Skill.

© The ability to manage your time and complete
numerous tasks within a specific timeline happens
daily.

* Identify your goals and the tasks you have to
complete, how long they will take and what is
required to do them. Don’t jeopardize customer
service for completing all your tasks in a shift.
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* Prioritize them by level of importance and ask the
supervisor if unsure.

* Sometimes there may not be enough time to
complete all the required tasks. To contribute to the
team, always try to achieve as much as you can while
serving customers.

* Remember customers come first!





· Refer learners to page 6 in their handouts. Ask them to work with their neighbour answering the two questions. 
· Once learners are complete, discuss their responses. 

Potential response to Activity 2b: 
_4_ Study the new product sell sheets to know more about the new products

_5_ Make several after-sales customer service telephone calls

_3_ Clean and organize the front of the store throughout the day

_2_ Help co-workers at the sales counter when there is a line-up of customers waiting 

_6_ Fill in some forms requested by the supervisor

_1_ Serve the walk-in customers 

· Show ppt slide #19 & #20
· ASK: When does a customer form an impression of you and your business? 
· SAY: Often people think it is the very first interaction of the business, the first impression that counts. There is more to creating positive impressions than the first time they enter the business. We need to strive to create lasting and positive impressions in every interaction we have with a customer. 
· ASK: Have you ever heard the saying “You’re only as strong as your weakest link.” What does it mean in the context of customer service? 
· SAY: If one team member is not performing their best customer service and the rest of the team is, there is a weak link. That one employee is making the rest of the team and the business look unprofessional.
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Any time a customer comes into contact with your
business, it is an opportunity to form a positive
impression.





[image: image18.png]Create Positive Impressions

1. Greet and listen to the customer.

2. Determine what the customer expects.

3. Ask questions to clarify your understanding of what
the customer wants and expects.

4. Read the customers situation and react in a way
that delights them.

5. Ensure there will be a next opportunity for every
customer.





· Show ppt slide #21
· Tell learners that we are going to play a True or False game. Show each example of working well with others one at a time. 
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True or False?

An example of working well with others is...

* Making sure that your work meets the business’ standards
* Arriving to work on time for most shifts

Keeping the work environment safe in everything you do
Not offering to help co-workers who are busy

Doing your fair share of the work
Taking initiative to keep yourself from helping customers
Showing respect to all co-workers and customers





· Answer key: 
· T

· F

· T

· F

· T

· F

· T

· Show ppt slide #22

· SAY: Let’s do a teamwork activity to review the customer service essential skills. As per the slide, I’m going to put you into groups of three. Each group will get a deck of cards. In the deck, there will be Skill Cards and Tasks Card. As a team, you are to match the appropriate Skill Card with the appropriate Tasks Card. Please call out “done” and I will check if they are all correct. First group to complete the task correctly, wins the challenge!
· Once activity is done, answer any questions learners may have.Congratulate all the groups!
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Group Activity:
Vv ¢V
* Facilitator to put learners into groups of three

* Each group gets a deck of Customer Service Skills and
Tasks Cards

* First group to match the cards together correctly wins!





NOTE TO INSTRUCTOR: The teamwork activity is to measure the transfer of learning for Objective #3. For the groups that had difficulty matching the cards correctly, spend some time clarifying why the task matches the appropriate skill. 

Be sure to make some notes for the final report.
	

	5 mins
	Wrap Up and Evaluations
· Ask if there any questions. If time permits, do a round table and ask learners to share one thing that they can take back to the workplace. 

· Thank learners for their commitment to learning. 

· Show ppt slide #23
[image: image21.png]e S s s s

Thank You!

“Do what you do so well that they will want
to see it again and bring their friends.”

= Walt Disney

i gixabay.com





· Hand out WEM evaluations. 
	Evaluation


 Teamwork Activity – Objective #3 Cards (one set per small group)
	Skill Card
	Task Card

	Learn to Multi-task

	Checking out items, serving customers, and monitoring for theft at the same time. 



	Skill Card
	Task Card

	Learn to Multi-task

	Serving multiple customers at once.

	Skill Card
	Task Card

	Make Decisions

	Making a decision whether to give a full refund to a customer or not based on company policy.

	Skill Card
	Task Card

	Be Informed about your Company

	Being aware of the important role you play in the organization’s success.



	Skill Card
	Task Card

	Communicate Well
	Suggestive selling by recommending a product to a customer in an appealing way. 



	Skill Card
	Task Card

	Solve Problems

	Finding a solution to a problem or complaint that is acceptable to the customer and the business.

	Skill Card
	Task Card

	Communicate Well

	Greeting and interacting with customers while they are visiting the business.



	Skill Card
	Task Card

	Communicate Well

	Delivering unwelcome information to customers or listening to complaints while remaining calm. Apologizing with sincerity.

	Skill Card
	Task Card

	Communicate Well
	Asking questions about customer needs and respond with proper tone and positive language. 



	Skill Card
	Task Card

	Communicate Well

	Responding to inquiries in person, on the telephone or online (e.g. taking orders).

	Skill Card
	Task Card

	Communicate Well

	Using positive body language and eye contact when asking questions or seeking clarification.  



	Skill Card
	Task Card 

	Be a Team Player

	With other staff, completing inventory and reticketing all floor items within acceptable time frames. 


	Skill Card
	Task Card 

	Be a Team Player

	Understanding and respecting cultural differences. Viewing differences as added value to a work team.  

	Skill Card
	Task Card

	Be Informed about your Company


	Referring situations to the supervisor according to store policy. 

	Skill Card
	Task Card 

	Be a Team Player

	Covering co-workers’ shifts in times of illness or family emergencies. 



	Skill Card
	Task Card

	Be a Team Player

	Being a role model to new employees by helping them go the extra mile in providing quality service. 

	Skill Card
	Task Card 

	Create Positive Impressions

	By demonstrating any & all of the tasks in this game!!
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