Basic Customer Needs

· Friendliness

· Understanding and empathy

· Fairness

· Control of situations

· Options and alternatives

· Correct information

Responding Assertively
1. Actively listen to the complaint.

2. Repeat the complaint. Obtain acknowledgement.

3. Apologize, if appropriate.

4. Acknowledge the person’s feelings.

5. Explain the action you will take to solve the problem.

6. Thank the party.

You are the customer. Working with a partner, describe what is wrong in each situation, the proper response by the employee, and how you would apply each of the 6 Basic Customer Needs.

1. You:
“I ordered my food 15 minutes ago, where is it?”

Employee:
 “How am I supposed to know, I just got here.”

2.
You:
“Why are your prices higher than your competitors?”


Employee:
“Our food is better than them, but if you want to go to them—there’s the door.”

3.      You: “This burger is burned.  Would it be possible to order something else? 


Employee:
 “We have a very strict policy that prevents us from exchanging any food that you have tasted.”

One-Way & Two-Way Communication

What is one-way communication?

Communication in which information is always transferred in only one pre-assigned direction.
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What is two-way communication?

Two-way communication is a type of communication involving talking, listening to responses and taking action in relation to those responses. Two-way communication can also be defined as communication used to negotiate, resolve conflict, and promote mutual understanding and respect between people and organizations.
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One & Two-Way Communication

CHALLENGE

Materials: Paper & Pen or Pencil    
Explanation Activity:  This simple exercise illustrates the importance of two-way communication in a very visual and often humorous way. 
 
The challenge consists of a two-part activity. In the first part only one-way communication is used. And the results are often disastrous. In the second part, two-way communication is used and the results are much better.     
Directions: Working with your same partner, position your chairs so that they are back to back. Give one person on each team the Drawing Guide and the other a paper and pen. 
 
One-way communication.  (USE THE 1st SHAPE) Ask the team members with the Drawing Guides to direct their partners in drawing an exact duplicate of the shape on the Drawing Guide. But remember, this is one-way communication so no questions can be asked. 
 
When the teams are finished, ask the participants to compare their drawings with the shape on the Drawing Guide.  
 
Two-way communication. (USE THE 2nd SHAPE) Next, explain that you will try again with a new shape and this time, teammates may speak freely to share information. Questions and clarifications are allowed. 
 
When the teams are finished, ask the participants to compare their drawings once again. Teammates will be delighted to see how much better they did.     
Discussion: Take a few moments to discuss with your partner the importance of two-way communication in this exercise and write 2-3 sentences to answer each of these questions on a separate sheet of paper: 
· How would this activity relate to our daily work with customers?

· Why was two-way communication more effective than one-way communication?

· How could we use two-way communication to improve customer service? 
Effective Listening & Levels of Listening

There are different types of listening. Typically they are presented as levels of listening.

Various people have constructed listening models. Below is an attempt to encompass and extend good current listening theory in an accessible and concise way. Bear in mind that listening is rarely confined merely to words. 

Sometimes what you are listening to will include other sounds or intonation or verbal/emotional noises. Sometimes listening involves noticing a silence or a pause - nothing - 'dead air' as it's known in broadcasting. You might instead be listening to a musical performance, or an engine noise, or a crowded meeting, for the purpose of understanding and assessing what is actually happening or being said.

 Also, listening in its fullest sense, as you will see below, ultimately includes many non-verbal and non-audible factors, such as body language, facial expressions, reactions of others, cultural elements, and the reactions of the speaker and the listeners to each other.

Levels of Listening Types:

1. Passive/not listening - noise in background – ignoring.

2. Pretend listening - also called 'responsive listening' - using nods and smiles and uhum, yes, of course, etc.

3. Biased/projective listening - 'selective listening' and intentionally disregarding or dismissing the other person's views.

4. Misunderstood listening - unconsciously overlaying your own interpretations and making things fit when they don't.

5. Attentive listening - personally-driven fact gathering and analysis often with manipulation of the other person.

6. Active listening - understanding feelings and gathering facts for largely selfish purposes.

7. Empathic listening - understanding and checking facts and feelings, usually to listener's personal agenda.

8. Facilitative listening - listening, understanding fully, and helping, with the other person's needs uppermost.
Name(s):___________________________________________________

          Period:________

“Effective Listener”

Classwork Activity

Directions:  Work individually or with a partner, write a response to each of the following situations, and explain your answers using levels of listening types that are being used in the situation or should be used. 

1. You are flying home from St. Louis on a popular airline when an all-too-familiar travel nightmare began to unfold. After the airplane backed away from the gate, you and your fellow passengers were told that the plane would need to be de-iced. 

When the airplane was ready to fly two and a half hours later, the pilot had reached the hour limit set by the Federal Aviation Administration, and a new pilot was required. By that time, the plane had to be de-iced again. Five hours after the scheduled departure time, your flight was finally ready for takeoff. 

How would you handle this situation if you were the airline’s Vice President of Customer Service?

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

2. You and a group of friends gathered at a local restaurant franchise for dinner. Midway through their meal, they noticed a mouse dart out between two booths and called the furry patron to the attention of their waiter. The waiter said, "That's cool," and asked what they would like done about it. Eventually, the manager entered the picture and told the diners, "All restaurants have mice whether you see them or not. I can take care of your bill, but there's nothing else I can do about it." Not surprisingly, the patrons left the restaurant in a hurry, never to return again.

What would you have done if you were the waiter/waitress?

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

3. You are a customer who purchased a new mobile phone from a reputable cell phone provider. Several months later, the phone started to malfunction and you sent the phone back to the company for service. The company stated that they would not replace the phone because it showed signs of corrosion on the battery. The phone had not been exposed to water, and subsequent calls to customer service were met with the ridiculous excuse that the corrosion was the result of normal exposure to air – but that the company still would not replace it or fix the problem free of charge.

What would you have done if you were the Customer Service Representative with the cell phone company?

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

4. Six weeks ago, you booked tickets and made a reservation on a luxury cruise ship to Alaska. The tour will be the first in a new line of services promoted by the luxury cruise line. 

Unfortunately, Terri and Kevin, Sales Agents at the luxury cruise line have made a mistake in inputting the information onto the company's computer system.  As a result, your reservation has been lost. You call the luxury cruise line to let them know how angry you are.

What should the Vice President of Customer Service tell you?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
