Step 1:

“WHO AM I”

Autobiography

Create an Autobiography and include your:

(YOU MUST ANSWER ALL OF THE QUESTIONS)
1. What is your name & grade?

2. What is your Favorite Music/Group/Single Artist?

3. What is your Favorite Sport/Team or your favorite hobby?

4. What 3 Goals do you have while you’re in high school?

5. What College/University do you want to attend? Why?

6. What do you hope to learn in this class?

7. What was the most exciting thing you did over Winter break?

Step 2:

Respond to these questions:

a.
In your opinion, what is Customer Service?

b.
What is the difference between good customer service and bad customer service?
Have you ever been to the CEREAL AILE!!!

This is an example of Product Augmentation!!!
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Product Augmentation =  A core product to which additional products and services may be added to generate multiple revenue streams.
Types:

1. Augmentation by addition = adding incremental improvements.

2. Augmentation by multiplication = increasing number of varieties to appeal smaller sections of target customers.
CUSTOMER SERVICE
Success Skills

· Customers ARE your job

· Co-workers ARE your job

· Being kind, thoughtful, and friendly makes you a winner!
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Customer Service

Skills to Make You Successful

 With Customers
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Six Basic Customer Needs



CUSTOMER SERVICE
The Good, The Bad

And The Ugly . . .

1.
Think of an example of receiving GOOD CUSTOMER SERVICE. List two characteristics that made you feel this was GOOD CUSTOMER SERVICE.
Characteristic #1:











Characteristic #2:











2.
Think of an example of BAD CUSTOMER SERVICE and list two characteristics that you feel made this service BAD.
Characteristic #1:











Characteristic #2:











Notes:

Customer Service
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 had tasted.”

____________________________________________________________________
____________________________________________________________________
____________________________________________________________________
________________________________________________________________
Learn to view helping the customer as your job, rather than the interruption of it.


Give co-workers the same understanding and respect you give customers.


Excellent service is everyone's job, from the manager to the truck driver. Being kind, thoughtful, and friendly doesn't cost you anything and doesn't take much effort.
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I am the customer and I want . . . 





Fairness


Friendliness


Correct Information


Control of Situations


Options and Alternatives


Understanding and Empathy
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