CUSTOMER SERVICE REPRESENTATIVE

FINAL EXAM - STUDY GUIDE

A. Orientation/Introduction
1. What is Customer Service?

2. Characteristics of Good Customer Service Representatives

B. Work Style

1. Work Style Descriptions/Traits (Driver, Amiable, Analytical, Expressive)

2. Work Style Conflicts
3. “Devil Wears Prada” (Movie - Work Style Traits) 

C. Sustaining Employment

1. Ethics in the Workplace
2. Steps for Making Ethical Decisions

3. First Impressions

4. Dressing for Success 
5. Conflict Resolution
D. Oral & Written Communication Skills

1. The Communication Process ( Source, Message, Encoding, Channel, Decoding, Receiver, Feedback, Context

2. Non-Verbal Communication (Facial Expressions, Body Language, Body Movement & Posture, Gestures, Eye Contact, Touch, Space, & Voice)

3. Five Roles that Non-Verbal Communication Cues Play

4. “Why Gen-Y Johnny Can’t Read Non-Verbal Cues” (Wall Street Journal Article-Decrease in Non-Verbal Cues based on social media and other technology)
E. Fundamentals of Customer Service

1. Up-Selling & Cross-Selling
2. Types of Customers (Internal/External)

3. Six Basic Customer Needs

F. Strategies for Handling Irate Customers

1. Responding Assertively 

2. Customer Service Success Skills

3. Effective Listening

4. Levels of Listening

5. One-Way & Two-Way Communication

G. Employability Skills

1. Definition of Attendance, Punctuality, Tardiness, & Absenteeism

2. Punctuality & Attendance Job Rules

3. Reasons People Fail to Keep a Job

4. Attendance and Punctuality That May Result in Dismissal

5. Resume Writing
6. Interview Skills

7. Career Planning






