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WHY CUSTOMER SERVICE TRAINING? 
21st Century and Pandemic Environment

• Internal - Employees work with other departments that have no 
reporting relationships – require cooperation

• Social Distancing Involves Working Remote – Policies and 
Frequency of Communication

• Social Distancing Involves How We Adapt Service Delivery 
While Protecting Our Employees 

• External – Working with our constituents – relying more on 
technology than face to face interactions 

• Customer Expectations

• Receiving Customer Concerns and Follow Up That Meet 
Customer Expectations
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What are some of the arguments?

• Some people think we can do business the way we did it five 
years ago – one year ago – 6 months ago?

• Some people do not think they can learn anything new – they 
have worked for an organization for a long time – there is 
nothing they can learn.

• Some people think that they are too busy  - they can handle 
a problem when it occurs and not spend any other time 
addressing it prior to.
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BREAK OUT ROOMS

ONE THING you want to take away from Customer 

Service training today?

What do you expect from your department(s)?
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Where is the place you receive the 
BEST Customer Service? 
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Best Customer Service Experience

• Do you think they are selective about hiring their 
employees?

• Do you think the employees are required to go through 
customer service training?

WHY?

• Want everyone to meet their high standard and 
expectation

• Want to be a ROLE MODEL in their outstanding 
reputation for dedicated customer service
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Core Service:  the “what” of your business (product, good, 

service, etc.)

Customer Service:  the “how” of your business (interaction, 

delivery, interface, etc.)

Core Customer
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• Positive Attitude

• Courtesy

• Respect

• Responsiveness

• Consistency

• Knowledge

• Integrity

• Service

• Professionalism

• Communication

Did your definition include 
any of these?
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Who are your customers?
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WHO ARE YOUR CUSTOMERS?

• EXTERNAL

• Citizens that walk through all of our doors

• Person paying their water bill

• An inquiry on the telephone about licensure

• Vendors

• Contractors

• INTERNAL - EACH OTHER

• How we interact with co-workers has a direct effect on 
the perception of how we value customers
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Who are YOUR customers?

Customer Service is the way your organization 
“communicates how it feels” about your customers to your 
customers                      

– Kasen International

Customer Service is a philosophy and attitude which 
guides the actions of all individuals and groups within the 
organization.                          

- Wagenheim
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BREAKOUT ROOMS

In your group discuss….

1.  “Best Practice” That Worked Well

2.  “Best Practice” That Did Not Work Well

When were your expectations exceeded?
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QUALITY 
CUSTOMER SERVICE IS … 

• Meeting or exceeding customers’ expectations.
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Is the Customer…

• Always right?
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FIRST IMPRESSIONS
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Face to Face

• How you enter a room

• It is not WHAT you wear 

but HOW you wear what 

you wear

• Smile

• Make eye contact

Remote

First Impressions
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INTRODUCTIONS
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Face to Face

• Creates either a good or bad opinion

❑ May occur in less than 60 seconds

• Is often something that seems small

❑ Can come and go without your being 

aware of it

• The way the telephone is answered

• The way a problem is handled

▫ Length of time someone has to wait

Remote

Introductions - Any instance when a customer 

comes in contact with some aspect of your organization and 
has an opportunity to form an impression about the Quality of 
Service you provide.
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Professionalism

• Attire & grooming

• How to address customers

• Phone-ringing

• Resourcefulness
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General Communication

• Communicating w/ general public

• Communicating w/ internal and external customers
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Environment

• Signage

• Directions

• Physical set-up

• Neatness of work area

• Noise/temperature
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What Customers Want

• To be assisted by a professional

• To be important

• To be given the benefit of the doubt

• To be heard and understood

• To be fully informed
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TELEPHONE ETIQUETTE
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Face to Face
• Answer the telephone in 3-4 rings.

• Before you pick up the telephone 
remember to:

• have something to write with and 
paper at hand.

• not be chewing gum or eating food.

• stop working on your computer until 
necessary.

• State your first name and 
department

• Listen to the customer’s request and 
take notes if needed  - repeat back 
what was said

Remote

Telephone Etiquette
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“The first step in good 

communication is to stop 

assuming that the other person 

understands what you are saying, 

because you understand.”

Bryson, 1991
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A Model Of The Communication 
Process

Receiver

4. Decoding

5. Perceived meaning

Person B

Sender

6. Intended meaning

7. Encoding

Sender

1. Intended meaning

2. Encoding

Person A

10. Intended meaning

9. Decoding

(receiver)

8. Communication

channel

Two-way

communication

if B sends

feedback to A

One-way

communication

3. Communication

channel

29

NON-VERBAL COMMUNICATION

• Tone, pitch, volume, intonation of voice

• Facial expressions

• Body language

• Personal space
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THE MESSAGE from the 
RECEIVERS point of view

Content =    7-10%

Voice     =    33-40%

O.N.V.   =   50-60%

(Other non verbals)

93% of message= DELIVERY STYLE
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EMAIL ETIQUETTE
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Face to Face

• What you write can be sent 
to ANYONE.

• Always use spell check and 
note grammar.

• Never write an email when 
you are upset.

• Send copies of emails only 
to those who are necessary.

• Read and reread what you 
have written.  Make certain 
the words explain what you 
meant to say. 

Remote

Email Etiquette
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INTERNAL CUSTOMER SERVICE

Do you listen or just wait to talk?
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Active Listening

• an intent to listen for meaning

• requires the listener to understand, interpret, and 

evaluate what they heard 

• can improve personal relationships through reducing 

conflicts, strengthening cooperation, and fostering 

understanding
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Customer Service Success Skills

Acknowledge that the customer has been understood

• Empathy

• Instant reply – REPEAT BACK WHAT THE CUSTOMER 

HAS STATED
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Customer Service Success Skills

Giving Information

• Who/what/when/where/why

• Don’t make a promise you cannot keep

• Focus on what you can do

• Not “it’s the policy” without an explanation why
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Customer Service Success Skills

Check for understanding and agreement

• Do you have any questions?

• State your understanding
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Handling a Complaint
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Four Common Types of Difficult 
People
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Never Words

• No

• I can’t . . . 

• You have to . . . 

• We are short staffed…

• I will get to this as soon as I can…
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What’s one thing you might do next week, based on what 
you learned, thought about or re-remembered today?
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Thank You!

Nancy
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www.cviog.uga.edu

Connect With Us!


