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. 5 Defining customer service . what is customer service Prig

What is the purpose of customer service?

2 Customer service skills are the same skills that bring
2 Prise fFdk

success and satisfaction to all aspects of life...

ice? S
Why we should learn customer service? PHE . 22407

-Creating enduring, loyal human

Relationships with customers is the surest way to escape
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market obsolescence
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Four Elements of Customer Satisfaction
1A 22 5| 4
5 -perfect product. VR SO T
-caring delivery.
Four Elements of Customer Satisfaction
6 -timeliness VR ZRBIT
-effective problem resolution process.
Language Engineering
T y
7 Establish a Consistent Style of Speech YRR, =015
-Create a Lexicon of Preferred Language and Phrasing
Language Engineering
T y
g -Study the language that works best with your own URR. 0154 el
\
customers, an identify harmful phrases that should be
avoided.
the 4 Steps to Great Service Recoveries Group work and
? assessment URR. 015 B
the 4 Steps to Great Service Recoveries Group work and | .
10 YRR R
assessment
What is customer loyalty
Building Customer Loyalty
1 Loyalty makes customers:less price sensitive; more
1 =0 17| AN
willing to spend money with you, more willing to take a VRS S5
chance on extensions to your product line; -much more
immune to competitive entreaties.
Leadership: Customer-Centered Organization
PR =60t
Knowledge Requirements : The characteristics of a
12 (=14
great leader in group ; The way to offer excellent
training program
13 Building Anticipation Into Your Products and Services YHE. =407
Leadership: Customer-Centered Organization
14 PR R 0Hr
Knowledge Requirements : The characteristics of a
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great leader in group ; The way to offer excellent

training program
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