Helping employees become
Ft)hegbestpthéy can be

Teach

your entire
workforce
the art of
superior
customer
service
with a

new DVD
each week
or each






The 12 Secrets
of Exceptional Service

Video 1: Your Key to Customer
Satisfaction
The foundations of exceptional
service. The 5 principles of
Service First.

Video 2: Teamwork
Development
Skills for customer-focused
teamwork. How to join forces
with co-workers to deliver better
solutions and a better experience
to customers.

Video 3: Handling Complaints
and the Irate Customer
Skills to solve problems, handling
complaints and deal with irate,
even furious customers. How to
immediately solve simple
complaints or handle complex
problems.

Video 4: The Language of Positive
Communication
Methods to create positive
interactions with customers and
co-workers. Ideas to energize
work environment and improve
morale.

Video 5: Eftective Questioning
and Listening
How to precisely detect
customer’s needs, desires and
expectations. Skills to ask
questions, active listening and
confirm understanding.

Video 6: Exceeding Customers
Expectations
How to make an extra effort to
achieve market differentiation.
Doing more than people expect to
make your service not good, but
impressive and memorable.
Going “the extra mile” in serving
the customer.

*All orders shipped Fedex ground. Overnight shipping can be arranged at an additional cost. Shipping is free in the United States and Canada.

Video 7:

Video 8:

Video 9:

Video 10:

Video 11:

Video 12:

Value-Added Service

Keys to add value to your
service: how to go beyond the
rules to deliver the unexpected.
How to use a positive surprise
element to gain customers into
friends.

Effective Telephone
Techniques

Skills for customer-focused
teamwork. How to join forces
with co-workers to deliver better
solutions and a better experience
to customers.

The Art of Satistying
Customers

Strategies to keep customers and
have them come back over and
over again. Ideas on how to get
free word-of-mouth advertising
through satisfied customers.

Service Recovery

How to turn service problems
and difficult situations into
positive experiences that ensure
the customer comes back.
Techniques to save the relation-
ship with a customer after poor
service or a mistake occurs.

Empowerment

How to successfully apply em-
powerment skills to put custo-
mer’s needs 1n the first place,
before internal rules and proce-
dures. Guidelines to take respon-
sibility and assume ownership of
problems to solve them imme-
diately by using common sense.

Total Quality Service

Zero-defects service. A review of
the fundamental 1deas introduced
in the previous 11 videos.
Techniques to make things right
since the first time and tools to
internally manage the process of
Improving customer service.

Additional charges may apply when shipping to the rest of the world Minnesota residents please add 6.5% sales tax.

Our Double,

Better-Than-
Risk-Free
Guarantee

No Ifs, no Ands, no Buts.

Your satisfaction is guaranteed or
your money back.

[t for any reason, in your sole
judgment, you are not delighted with
the results after training your entire
workforce with the Service Video
Library you may return it for a prompt
and friendly refund. No time limit.

And even if you decide to return the
product, the 2 bonuses (known as
Manager’s Kit) are yours to keep, with
my compliments.

Lifetime Warranty
[f one of your DVD’s gets damaged or

has any defect, for any cause or reason,
at any time during its entire lifetime,
we’ll send you a new one absolutely
free.

Even 1f a cup of coftee 1s accidentally
spilled on the DVD, it gets jammed in
the DVD player or i1t’s simply worn out,
you can rest assured because we'll be
here ready to send you a new one. All
you need to do 1s return the damaged
DVD and a replacement will be sent
right away for a small shipping and
handling charge.

Order On-Line

through our

secure order form at
www.InsightYouCanUse.com

The Video
Library is an
ideal tool for:

* Train your entire workforce.

* New employee training.

» Small group workshops.

e Self and home study.

* Sales staff meetings.

» Motivational sessions.

* Breakfast meetings.

» Seminars and conventions.
 Reinforcement for previous programs.




Shoppers, Inc.
PO Box 2912, Broken Arrow, OK 74013-2912

918-251-0154 800-259-8551 Fax: 918-251-0606
Amy@InsightYouCanUse.com www.InsightYouCanUse.com

FREE shipping
To anywhere in the United States or Canada
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