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Customer Service Notes
1. Great customer service must begin at the (t)_________ of any organization.  J.D. Powers states,  “Customer service must flow like a waterfall from the top.”   Is customer service a part of your school and district improvement plan?
2.  Every child should have an adult  (a)_________  who believes in them and supports them.
3. The leaders cannot expect the staff to give great customer service if (l)___________   do not give great service to their staff.
4. Every  (e)______________ must be  (t)______________ in customer service.  There should also be  strong   (i)_____________ programs for new employees.
5.  The leadership must be concerned with every  (t)______________   within the organization.
6. Every employee must be  (t)_____________,  (m)_________________,   (e)_________________,   and rewarded  in customer service.
7. We must know our  (c)_________________________.
8.  Something positive should always precede something  (n)__________________.
9. Good training will not help  (b)______________ hires.
10. All employees should respond to an email or phone calls within _________hours.
11. All organizations should train their employees in the art of  (r)________________ and be given authority to make  (c) _______________ sense decisions.
Are we keeping backstage, backstage?
“Small disconnects among  (l)________________ look like major rifts to people deeper in the organization.  Then when  (t)_______________ deeper in the organization try to resolve their differences, they become engaged in bloody and time consuming (b)_____________, with no possibility for resolution.  All this occurs because leaders higher in the organization failed to work out minor issues.”                              Patrick Leconi
From Dr. Lorraine Monroe:  A study was conducted with hundreds of students who overcame terrible circumstances to become successful adults. They had one of these three characteristics:
1.  A way to (e)____________________________.

2. I went to school and found someone to be for (m)_______________.

3. A firm belief that there will be a better _________________________.
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A.  Common sense trumps  (p).____________________.              
B. Everything rises and falls on  (l)___________________.         
C. Under-promise and over-(d)____________________.
D. We should always ask  (q) ________________ about our customer service.
E. The expense of training isn’t what it costs to train employees.  It’s what it costs (n)_______ to train them”

How Would Office Professionals in Your Organization Score?
Answer phone with a (1) __________ in your voice within  (2)  ______ rings.  Identify (3) ______.    Have ( 4) ___________,  (5) _____________ personnel answering phones year round.   (6) ____ take complaints personal.    Speak   (7) _________________.   Be in the (8) _____________.  Own the (9) ______________. Make an (10) __________ connection.    Direct concerns through the proper (11) _______ of command.   (12) ___________ calls after discussion with immediate supervisor.   (13) ____% of phone communication is tone.  (14) _______ or have student  walk person to their destination.   Look for ways to provide a little (15) __________.   Try to make sure your supervisor and anyone else gets back with customers within (16) _____ hours.   Be (17) _________ when apologizing.  Make apology (18) __________ the offense.   The office should look (19) ____________.   Dress like a (20) ____________.  Body language is  (21) ______% of face to face communication and tone is (22) _____%. Words are only (23) ______%.    Maintain (24) _____ at all times.    Most importantly,  make your immediate  supervisor look  (25) __________.
Remember:  “When values are clear, decisions are  _____________”    Roy Disney
Customer Service Notes – Answer Sheet
1. Great customer service must begin at the top of any organization.  J.D. Powers states,  “Customer service must flow like a waterfall from the top.”   Is customer service a part of your school and district improvement plan?
2. Every child should have an adult  advocate who believes in them and supports them.
3. The leaders cannot expect the staff to give great customer service if  leaders do not give great service to their staff.
4. Every  employee must be  trained  in customer service.  There should also be  strong   induction programs for new employees.
5.  The leadership must be concerned with every  touchpoint  within the organization.
6. Every employee must be  trained,    monitored,  evaluated, and rewarded  in customer service.
7. We must know our  customers.
8.  Something positive should always precede something  negative.
9. Good training will not help  bad    hires.
10. All employees should respond to an email or phone calls within  24    hours.
11. All organizations should train their employees in the art of  recovery   and be given authority to make  common    sense decisions.
Are we keeping backstage, backstage?

“Small disconnects among  leadership  look like major rifts to people deeper in the organization.  Then when  those   deeper in the organization try to resolve their differences, they become engaged in bloody and time consuming  battles, with no possibility for resolution.  All this occurs because leaders higher in the organization failed to work out minor issues.”                              Patrick Leconi
From Dr. Lorraine Monroe:  A study was conducted with hundreds of students who overcame terrible circumstances to become successful adults. They had one of these three characteristics:
1.  A way to escape.
2. I went to school and found someone to be for me.
3. A firm belief that there will be a better  day.
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A.  Common sense trumps  policy.
B. Everything rises and falls on  leadership. 
C. Under-promise and over-deliver.
D. We should always ask  questions about our customer service.
E. The expense of training isn’t what it costs to train employees.  It’s what it costs not to train them”

How Would Office Professionals in Your Organization Score?

Answer phone with a (1) smile in your voice within  (2)  3 rings.  Identify (3) yourself.    Have 
(4) live,  (5) trained  personnel answering phones year round.   (6) Never  take complaints personal.    Speak   (7)  enthusiastically.   Be in the (8) moment_.  Own the (9) problem.. Make an (10) emotional connection.    Direct concerns through the proper (11) chain  of command.   (12) Screen  calls after discussion with immediate supervisor.   (13) 82 % of  phone communication is tone.  (14) Walk  or have student  walk person to their destination.   Look for ways to provide a little (15) extra.   Try to make sure your supervisor and anyone else gets back with customers within (16) 24  hours.   Be (17) empathetic when apologizing.  Make apology  (18) equal  the offense.   The office should look (19) professional.   Dress like a (20)  professional.   Body language is  (21) 55% of face to face communication and tone is (22) 38%. Words are only (23) 7 %.    Maintain (24) confidentiality at all times.    Most importantly,  make your immediate  supervisor look  (25) good.
Remember:  “When values are clear, decisions are  easy.”    Roy Disney
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