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PowerPoint Presentations
VIDEO 1
Your Key to Customer Satisfaction
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(Display visual #1 – Welcome to Service First  (  The KEY to Customer Satisfaction. You have the option of using overheads or PowerPoint slides. Greet each participant and thank him/her for coming.)

This is a tool that will help all of us learn how to more effectively master superior customer service skills and improve our own performance.
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(Display visual #2 – Service First Objectives.)
We have several objectives that will be covered today.

· Help you to better understand what comprises your BEST;

· Learn how to make sure your BEST is clear to others; and

· Provide tools to help you reduce stress arising from conflict or negative situations.

[image: image4.jpg]SERVICE
ARST




(Display visual #3 – Going the DISTANCE.)
Let’s talk about going the DISTANCE… What kind of commitment does it take?
(Get feedback from several participants. Call on specific people if nobody volunteers.  Wait at least 30 seconds before jumping in if nobody speaks up.)

(Display visual #4 – Quality Service.)
I would like to show the definition of Quality Service that we use in the Service First series.
Quality Service… Is defined as meeting and exceeding the customer’s intellectual and emotional needs and expectations; and then adding value.

(Ask the participants for some discussion and feedback on this definition.
Display visual #5 – What’s the Difference?)
In our organization what’s the difference between:

· Poor Customer Service

· Good Customer Service

· Exceptional Customer Service

(Spend a few minutes on this discussion. If possible, get feedback from people who have not previously spoken. One of your objectives should be to get participation from 100 percent during this session. This increased learning and gets everyone emotionally 
Display visual #6 – Our Goal.)
At (your organization’s name) Our Goal… Is to look at what we’re doing now and find better ways to deliver quality service to our customers.
How do you think this can help us?

(Get two to three responses before moving on. Be positive and enthusiastic. Keep everyone involved.


Display visual #7 – Who Are Our Customers?)
Let’s review Who Are Our Customers at (your organization’s name).

· Internal Customers

· External Customers

First, let’s review our internal customers.

(The participants should be able to come up with several. Be prepared to list some of they get stuck.)
How about our external customers. Who are they?

(List several.
Display visual #8 – The Internal Customer.)
Let’s focus for a minute on the internal customer.

In order for us to be a successful organization in service to our external customers, we must first serve each other.

How do you feel about this?

(Get several responses. You want participation from as many people as possible.


Display visual #9 – Service First.)


Let’s take about 15 minutes and review the Service First video, Your Key to Customer Satisfaction. We will review the discussion guide after the video is over.
(When the video is over turn off the videoplayer and TV and distribute the discussion guides. Ask everyone to take a few minutes in order to complete them. Walk around the room as participants are completing the discussion guide to keep them focused on their answers. It can easily take 5 to 10 minutes for them to      complete.)

Let’s look at question one.

What percentage of dissatisfied customers switch to a competitor because of poor service?

(40 percent of dissatisfied customers switch to competition because of service.)

How about question two. What are the five benefits to our organization if we can get customers to return more often?
Accept all answers. Benefits include:

· increased sales

· higher wages

· better benefits

· positive working experience

· positive word-of-mouth advertising

· fewer complaints

How would you identify the difference between internal and external customers?
 (You are looking for participation. Get several people involved.

External customers buy a product or service. International customers are co-workers.)

Take a moment with question four. List four people at work (internal customers) that count on you.

(Accept all answers. This should be a fun question and get everyone involved.)

In order for us to provide quality service, to both internal and external customers, let’s review question five and identify the five principles we must practice everyday.

(Solicit the correct answers from those who have not participated very much in the session.

1. Feel good about yourself

2. Practice habits of courtesy

3. Use positive communication

4. Listen and ask questions

5. Perform professionally

What are some of the reasons why you are important to the company?

(Solicit responses from several people. Get participants to put the answers on their discussion guides.

(Display visual #10 – What is our service score?)
What is our service score? On a scale of 1-10, with 10 being the best, how do we rate now?

(Get an answer from everyone.)

What can we do to rate even better?
(You should be able to come up with at least three to five suggestions from participants.

Action Plan: Answers to the Action Plan will be as individualized as the participants completing it. General responses should indicate that the participants have listened to and understood the concepts presented in the training video. However, allow for creative and thoughtful responses.

As an option, and depending on your training style, you may choose to use the Action Plan as a group exercise. Form teams of three or four, and allow the teams to compile a master list. Fifteen to twenty minutes should allow sufficient time for completion. Have a representative from each team to present his or her list to the group.)

I need your help for future Service First sessions. Please list five customer service related issues or topics you would like to learn more about.  

After you complete these, I will pick up your discussion guide sheets, review your topics and then return them to you within one to two days. Make sure your name, department, supervisor/manager, date attended and signature are on the sheet.
(Ideally, return them the next day. Make sure the customer issues or toics they want to learn about are covered in the following eleven sessions. Keep track of when and who participated.

Display visual #11 – Next Topic.)
We will review the next topic, Teamwork Development: Learn what it takes to be a good team member and team player, when we meet again. 

Our next session will be held on (day of week and date) at (time) for (length of time).

Thank you for your participation today. I am counting on each of you to put the ideas you learned into action.
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