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Leaders Guide for Ruby’s CS DVD Training Program 2
 ©2008 Ruby Newell-Legner, CSP All Rights Reserved. www.RubySpeaks.com
 Thank you for purchasing this training system. I am confident that it will help you take your organization to the next level in serving your customers. It was designed to make it easy to deliver yet filled with content and concrete ideas that you and your staff can implement right away. This program is a culmination of over 15 years of tweaking this particular program for it to be most effective. Over 400 agencies have received training on this material and I can assure you that we have weeded out anything that didn’t work and beefed up everything that offered valuable insight in improving customer service inside and outside your organization. To get the most from this program, I recommend that you preview the entire series and follow along with the leaders guide, making notes of key elements you want to emphasize. Visit www.RubySpeaks.com/CSDVDHandouts to download the following information:
 Sample invitation to use to announce the training session Ruby’s Checklist for a Successful Staff Training Session Leader’s Guide Handouts for the entire 5 module program (Black and White or Color Version) Certificates that can be printed for participants after program completion Ruby’s Customer Service Articles that can be used in staff newsletters or staff
 meetings Evaluation form for offering feedback to Ruby about this program
 You may want to offer all five modules at one time or break it into smaller learning sessions. Our wish here at RubySpeaks is to support your efforts to improve Customer Service in every way so please be in touch and let us know how we can help. Enjoy the program. Sincerely,
 P.S. Ruby has a special gift for you when you complete the online evaluation form and fax it back to 303.904.2966.
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Leaders Guide for Ruby’s CS DVD Training Program 4
 ©2008 Ruby Newell-Legner, CSP All Rights Reserved. www.RubySpeaks.com
 Forward I have dreamed about this DVD training program for so long and it is only appropriate that I take a few lines to say thanks to all those who made it a dream come true. Here are my thank you's: First of all I need to acknowledge every client I have worked with over the last 15 years. Each experience you shared with me helped my expertise grow into wisdom. You fueled my passion and made me a better teacher through the opportunity to learn and grow with you. To Dick who gathered the team to shoot this video. You hand picked the best and it made the project run smoother than I ever imagined. Get well my friend – we miss you. To Jason who literally converted his recording studio to a video studio to make the filming possible. Your patience, support and passion for excellence showed up with every visit. To Fred who stretched his learning curve to the outer limits by taking his vast knowledge of the art of video and turning it into a new dimension through this project. Thanks for your unwavering persistence to make it all perfect. To Carol who worked on a very tight time schedule once I figured out what graphics I wanted. Your vision for “Branding” is everything Dick promised it would be. Thanks for giving my documents and covers that professional look! Your creativity rocks! To Shawn who taught me the fine art of IMing as we bantered back and forth into the wee hours of the morning getting all the DVD information posted on the web. Thanks for being such a nice geek to work with! To Julie who runs the office and most of my life, you are so good at covering the details so I can do what I do best. Thanks for keeping me where I need to be when I need to be there. You are a true friend and exceptional assistant. To Michele who keeps me booked and out in front of all the right people to touch lives every day. Your ability to juggle it all never ceases to amaze me! I hope those 4 young sons of yours know how talented their mom is! To Lori, Jill, Molly and Shawn who painstakingly proofed everything over and over and offered feedback every step of the way. Thanks for being such great cheerleaders! To Joanne, my sister, who reminds me everyday how proud she is of me and how mom is smiling at us both from heaven. To Rich, the most supportive spouse a woman could ever dream of. You make every day special! Thanks for all you did so I could focus on this project. You truly are my knight in shining armor. Here’s to another great 20 years together at least!
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 ©2008 Ruby Newell-Legner, CSP All Rights Reserved. www.RubySpeaks.com
 Opening remarks “Your employees will treat your customers like you treat your staff.” So as you embark on this training program please remember to be a positive role model throughout the training. Your approach can offer a great example of how you expect your employees to represent your organization to each and every one of your customers. Just like your business, relationships with your employees are based on day-to-day interactions. With that in mind, I have laid out a step by step plan to set you up for success. Please use the following guidelines to develop a successful training program for your employees.
 Legal Overview And now for some legal stuff . . . We strive to be the most supportive training organization in the world. But even a supportive training company needs to carefully protect its intellectual property. Please respect the terms of our license and the copyright of our intellectual property. IT IS ILLEGAL TO COPY OR REPRODUCE THIS MATERIAL FOR ANY PURPOSE. This material is licensed solely for display by the licensed organization to its employees. This work is for exclusive use of the organization that purchased Ruby Newell-Legner’s Customer Service DVD Training Program, “Secrets to Keeping Our Customers Happy!” and “Ruby’s Tips for Promoting Positive Internal Customer Service.” It may not be resold, shared, loaned, rented, transmitted or duplicated, in whole or in part, outside the organization that holds the license of the DVD without written permission from RubySpeaks, Inc. You have permission to reproduce the handouts for in-house training sessions only. Copies of the handouts are included electronically on www.RubySpeaks.com/CSDVDHandouts to allow you to print the required number of copies from the master. They may not be shared with anyone who is not part of the organization who purchased the rights to use the DVD or supportive documents. Please contact us at 303.933.9291 or [email protected] to inquire about additional uses of our material. Please contact 303.933.9291 or [email protected] to report an act of copyright piracy. This program is protected by U.S. and International Copyright Laws. Copyright © 2008 Ruby Newell-Legner, RubySpeaks, Inc. All Rights Reserved DVD Module 1-4 Secrets to Keeping Our Customers Happy! ISBN 978-1-60643-313-3-90000 DVD Module 5 Ruby’s Tips for Promoting Positive Internal Customer Service ISBN 978-1-60643-314-0-90000
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 ©2008 Ruby Newell-Legner, CSP All Rights Reserved. www.RubySpeaks.com
 About Ruby RubySpeaks, Inc. is a Littleton, Colorado based staff development company that specializes in promoting excellent customer service. This program is presented by our founder and president, Ruby Newell-Legner. Through teleseminars, webinars, live presentations, audio recordings and now DVD, Ruby has helped tens of thousands of organizations increase revenue, improve customer satisfaction ratings and encourage more contented employees once they have the skills to succeed. To check Ruby’s availability to present a live program for your group, please contact our office at 303.933.9291 or [email protected] or by visiting www.RubySpeaks.com At RubySpeaks, we believe that employees make the difference in customer service. We have designed this program to support you in your endeavors to excel.
 Materials Included with this package Module 1 Seven Star Customer Service 15:30 minutes Examine what Seven Star Service can look like for your organization.
 Module 2 Understanding Our Customers and Their Loyalty 22:30 minutes Explore what your customers want and why they complain so you can meet their needs and avoid their complaints.
 Module 3 Communicating with Our Customers 19:30 minutes Learn how the SOFTEN Technique and carefully choosing your words can build trust and rapport with your
 customers.
 Module 4 Dealing with Upset Customers 21:30 minutes Discover the right mindset and approach for calming challenging customers that will turn them into life-long
 advocates.
 Module 5 Ruby’s Tips for Promoting Positive Internal Customer Service 31 minutes Cultivate an encouraging workplace by following Ruby’s principles of positive communication, support and
 teamwork. Productivity and morale will improve when internal customer service is embraced, endorsed and strategically planned. Viewers will learn: • Steps to creating a reputation that embraces camaraderie • Tips for stopping gossip and rumors • Techniques for dealing with a whiner/complainer • Guidelines for decision-making to ensure support • Tactics for choosing a positive perspective
 Total Time without activities 110 minutes
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 Program Insight This DVD-based program is a good starting point, but it doesn’t stop there. We recommend that you continue to revisit customer service in the following ways: Design a hiring process that selects new employees for their awareness in customer
 service skills and their desire to shine for each patron. Clarify customer service standards for each position and make sure those
 expectations are shared with each staff member before they begin working. Review a customer service topic during every staff meeting. Share Ruby’s customer service articles in staff newsletters. Work side by side with new employees to make sure they understand what is
 expected of them regarding customer service. Include specific customer service skills when evaluating each employee’s
 performance during the staff evaluation process.
 Suggested Formats for Training EMPLOYEE ORIENTATION: This program is a great way to introduce new employees to your expectations regarding customer service. Use it to set the employee up for success by outlining specific customer service skills and techniques. Module 5 on Internal Customer Service will be exceptionally helpful for new employees as it asks them to contemplate what new reputation they want to start at their new place of employment. SEASONAL TRAINING The program was designed to be used as one 2-hour training program or broken into smaller 15-30 minute segments which are ideal for Seasonal Training. This format will help you set your new employees up for success as well as review techniques for returning staff. STAFF MEETING TOPIC REVIEW The individual modules for this program are perfect for discussing at a staff meeting. Take one module at a time and use it to catapult discussion on improving customer service.
 Tips for Success
 On average, adults can listen for attention for 90 minutes, however, retention diminished sharply after 20 minutes. So I designed the modules to be short and allow for discussion or activities in between sections. Please remember that interaction and discussion will help participants remember the material more readily when you are planning your delivery.
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 ©2008 Ruby Newell-Legner, CSP All Rights Reserved. www.RubySpeaks.com
 Adult Learning Theory indicates that learners need to be active and involved in the learning process. There are a variety of ways to do this including: games, exercises, activities, stories and videos that encourage participation and involvement. I also designed the handouts so they fill in the blanks as they follow along the program. Utilizing these strategies helps to enhance the transfer of learning process. Adults Need to know why they should learn something so your opening remarks should motivate them to listen, take notes and be attentive during the sessions. Discuss ways the training will help participants improve job performance.
 Adults learn through practical application so use the exercises outlined on the DVD and in the Leader’s Guide. Provide reinforcement tools by implementing a recognition program and distributing certificates of completion at the end of the course.
 Leadership’s Involvement in the Training If other leaders within your organization are invited to attend the session, I highly recommend that you encourage them to be involved in the training as well. Don’t allow them to just sit in the back and observe. Remember, the leaders can offer a positive example of being open to learning so encourage them to sit with their group and follow along in the handout and do the activities right along side the other participants.
 Opening Remarks Sample Script
 The most important 60 seconds of your presentation is the first 30 seconds and the last 30 seconds. Positive opening remarks will set the stage for learning and closing remarks will help participants use the information to improve their performance. Here is a sample script that you may find helpful:
 “Hello, My name is _____________ , I am the (your position or title). I would like to welcome you to today’s program on “Secrets to Keeping Our Customers Happy!” We know how challenging your responsibilities are so we have invested in this program to make your job easier. As you listen to Ruby’s specific tips and insight, be thinking how you can use these skills to succeed on the job. We take customer service very serious here at _______________(name of organization) and those who excel in delivering positive customer service are the employees who are considered for promotions and an increase in pay. So I invite you to listen up to get some great tools and work on your next raise.”
 You might not want to use those exact words, but make sure your comments are positive, inviting and reinforcing of the material to be covered. Remember, they will be watching you to deliver positive customer service to them as well.
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 Ruby’s Checklist for a Successful Staff Training Session Preparing for the Training Session
 Review past seasons and determine what your focus will be for training this season.
 Gather input from department heads or key leaders. Determine the focus for the training, specific topic or general orientation.
 List the specific results you hope to achieve from the training. Answer these questions to help you determine the agenda: After the training is over,
 What do we want the participants to know? (Information in their heads) What do we want the participants to feel? (Attitudes) What do we want the participants to do? (Skills and actions)
 Use answers to the questions above to outline your training program.
 If necessary, break the results into groups and assign committee chairs for each
 group.
 Identify and list experts in the areas you are seeking results. (In-house leaders, outstanding staff examples or outside experts in the field)
 Identify selection process for presenters. (Credibility, expertise, and ability to present)
 Clarify expectations for each presenter. Specify how long they are to speak, the end results you are looking for and any specific guidelines you have for trainers.
 Choose a location that is conducive to learning. (Consider proximity, cost, flexibility, accessibility, meal service, parking, smoking policy, experience, and access.)
 Select the best type of meeting room. (Consider atmosphere, layout, furniture, convenience, lighting, noise, outlets, heating and cooling, telephone access.) Provide hardback writing surface if needed.
 Identify the best date and check meeting room availability.
 Insure the learners are “Invited” to attend. An invitation will get better results than the “Mandatory Training” Memo. Promote excitement about attendance. Share the agenda with them in the invitation so they know what to expect. Don’t share a specific breakdown of times, but be sure to include start and end times so they can plan accordingly.
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 Ruby’s Checklist for a Successful Staff Training Session (continued)
 Invitation should include all the details like, when, where, how long, agenda, meal details, where to park, specific entrance of the building if working in a large facility. Extend the invitation for attendees to submit questions before the training to make sure you cover their answers.
 Request an RSVP to gain buy-in from each attendee and to confirm numbers of
 participant for handouts, seating and food order.
 Invite key leaders from your organization to attend the training all day or at least to be introduced and to say a few words at the beginning. If they stay through the program, encourage all leaders to jump right in and be a participant to demonstrate that “everyone” needs trained.
 If a number of departments or locations are bringing their staff together for the training, coach the department heads or managers to prepare their people for attending the training. Have managers cover objectives before the training with each trainee they send.
 Arrange for food and beverages.
 Prepare any materials for meeting. (Pencils, nametags/name tents, handouts, evaluation form)
 Arrange for signs, if needed, to direct participants to the training session.
 Arrange for AV equipment and confirm room set up.
 Confirm site arrangements.
 Arrange for transportation and parking permits (if necessary).
 Prepare nametags or name tents and a list of attendees in alphabetical order to easily check them off as they arrive.
 Give final meal count and take care of any concerns with food, beverages, room and equipment.
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 Ruby’s Checklist for a Successful Staff Training Session (continued)
 Day of the Training Session
 Arrive early and inspect the room for correct set-up.
 Familiarize yourself with room logistics. Know where fire exits and extinguishers are. Locate restrooms, phones, and elevators or stairs.
 Have backup equipment and backup plan in case of failure.
 Set aisles bigger as they get nearer exits.
 Seat for least distraction audience members should not have to cross more than six others to get to a seat.
 Force audience to front with reserved signs or put out less chairs than the expected attendance. Stack additional chairs in back corner of room so they are handy if needed.
 Arrange for a good sound system. Thoroughly check sound system BEFORE program.
 Check climate. Locate climate controls or know who to call.
 Make sure water and glasses are available.
 Make sure there are signs posted to direct participants to your room.
 Set up “check-in” table.
 Double check equipment and supplies. Make sure there is power to the speaking area for AV equipment and provide a visible clock to presenters so they stay within their time frames.
 Create a friendly and collegial atmosphere. Be prepared before anyone gets there.
 Welcome participants as they arrive. Have their materials set out for them to pick up as they enter.
 Opening remarks should be upbeat and positive. (see examples in the Leaders’ Guide)
 Explain the agenda in the beginning so people know what to expect.
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 Ruby’s Checklist for a Successful Staff Training Session (continued)
 Introduce presenters and leaders in the organization so people know who is who and what role they play in the organization. If there are other presenters, offer why they were chosen to present their topic.
 Create an opportunity for everyone to get to know their co-workers.
 Orchestrate an icebreaker exercise or activity to help participants mingle and get to introduce themselves.
 Maximize audience participation. During the training, get everyone involved. Adults won’t just sit still and be spoon-fed information. They want to participate.
 Offer repetition without it being repetitive. Review the information n a variety of formats.
 Use a game format to energize the learning environment. Good examples are versions of Jeopardy, Trivial Pursuit, and Survivor.
 Encourage small group activities so that participants all get a chance to talk.
 Utilize the DVD as a visual aid to increase retention, it’s “Velcro for the mind.” Use flipcharts, magic tricks, demonstrations, and PowerPoint to reinforce your message.
 Offer bonus information for those who would like to take the topic further than time allows.
 Distribute and collect evaluations.
 Thank everyone for attending.
 After Training
 Create a way to review what they learned after the training. (Newsletters, staff meetings, kiosks, bulletin boards and quizzes)
 Create a recognition program to reinforce the new skills that were taught during the session. (see examples in the Leader’s Guide)
 Keep track of topics to add to next years training as the season progresses.
 Schedule post-season debriefings with the participants to identify what went well and what should be changed for future training sessions.
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 RRuubbyy hheellppss oorrggaanniizzaattiioonnss lliikkee yyoouurrss bbuuiilldd ssttrroonngg tteeaammss bbeettwweeeenn ffrroonntt lliinnee ssttaaffff aanndd mmaannaaggeemmeenntt,, aanndd mmaakkee eexxcceeppttiioonnaallccuussttoommeerr sseerrvviiccee aa wwaayy ooff lliiffee.. SShhee iiss aa CCeerrttiiffiieedd SSppeeaakkiinngg PPrrooffeessssiioonnaall,, aa ddeessiiggnnaattiioonn bbeessttoowweedd bbyy tthhee NNaattiioonnaall SSppeeaakkeerrssAAssssoocciiaattiioonn ttoo lleessss tthhaann 440000 ssppeeaakkeerrss iinn tthhee wwoorrlldd..
 AAss aann aawwaarrdd--wwiinnnniinngg,, iinntteerrnnaattiioonnaall ssppeeaakkeerr,, RRuubbyy wwoorrkkss wwiitthh oorrggaanniizzaattiioonnss ttoo bbuuiilldd bbeetttteerr rreellaattiioonnsshhiippss:: ffrroomm ffrroonntt--lliinneeeemmppllooyyeeeess ttoo ccuussttoommeerrss,, bbeettwweeeenn ccoo--wwoorrkkeerrss aanndd tthheeiirr ppeeeerrss,, aanndd ffrroomm mmaannaaggeerrss ttoo tthhee eemmppllooyyeeeess tthheeyy ssuuppeerrvviissee.. SShhee hheellppss ppaarrttiicciippaannttss rreeffiinnee sskkiillllss tthhaatt mmaakkee rreellaattiioonnsshhiippss wwoorrkk..
 RRuubbyy''ss hhiigghh--iimmppaacctt ttrraaiinniinnggss aarree bbaasseedd oonn 2255 yyeeaarrss aass aa ffrroonntt--lliinnee sseerrvviiccee pprroovviiddeerr aanndd mmaannaaggeerr.. SShhee hhaass pprroovviiddeedd ttrraaiinniinngg ffoorrmmoorree tthhaann 330000 ggoovveerrnnmmeenntt aaggeenncciieess tthhrroouugghhoouutt NNoorrtthh AAmmeerriiccaa aanndd wwiitthh tthhee UUnniitteedd SSttaatteess AArrmmeedd FFoorrcceess aarroouunndd tthhee gglloobbee..SShhee wwaass cchhoosseenn ttoo ttrraaiinn tthhee ssttaaffff ttoo hhoosstt SSuuppeerr BBoowwll XXLLII,, tthhee GGrreeyy CCuupp ((CCaannaaddaa)),, tthhee UUSSTTAA UUSS OOppeenn aanndd tthhee 22001100 OOllyymmppiiccss..HHeerr cclliieennttss rraannggee ffrroomm NNFFLL ssttaaddiiuumm mmaannaaggeemmeenntt ssttaaffff ttoo lleeaaddeerrss iinn mmuunniicciippaall ggoovveerrnnmmeenntt ttoo JJuummeeiirraahh GGrroouupp,, tthhee UUnniitteedd AArraabbEEmmiirraatteess,, DDuubbaaii--bbaasseedd lluuxxuurryy hhoossppiittaalliittyy ggrroouupp kknnoowwnn ffoorr iittss oouuttssttaannddiinngg ccuussttoommeerr sseerrvviiccee..
 RRuubbyy hhaass wwoorrkkeedd ttooggeetthheerr ttoo bbuuiilldd wwoorrkkppllaaccee lleeaarrnniinngg pprrooggrraammss ffoorr ssoommee ooff tthhee llaarrggeesstt,, mmoosstt rreeccooggnniizzeedd oorrggaanniizzaattiioonnss iinn tthheewwoorrlldd.. HHeerr ttrraacckk rreeccoorrdd iinn ssaattiissffyyiinngg cclliieennttss iiss iiddeennttiiffiieedd bbyy tthhee nnuummbbeerr ooff cclliieennttss wwhhoo hhaavvee hhiirreedd RRuubbyy aaggaaiinn aanndd aaggaaiinn ttoopprroovviiddee ttrraaiinniinngg ffoorr tthheeiirr ssttaaffff..
 HHeerr pprrooggrraammss iinncclluuddee:: •• SSeeccrreettss ttoo KKeeeeppiinngg OOuurr CCuussttoommeerrss HHaappppyy!!•• RRuubbyy’’ss TTiippss ffoorr PPrroommoottiinngg PPoossiittiivvee IInntteerrnnaall CCuussttoommeerr SSeerrvviiccee•• SSuuppeerrvviissoorryy SSkkiillllss ffoorr SSuucccceessss **•• LLeeaaddeerrsshhiipp SSttrraatteeggiieess:: TThhiinnggss yyoouu nneeeedd ttoo KKnnooww ttoo SSuurrvviivvee NNEEWW•• FFaacciinngg tthhee CChhaalllleennggee ooff CChhaalllleennggiinngg EEmmppllooyyeeeess •• HHooww ttoo AAttttrraacctt aanndd SSeelleecctt GGrreeaatt EEmmppllooyyeeeess **•• HHooww ttoo DDeevveelloopp aann EEffffeeccttiivvee EEmmppllooyyeeee TTrraaiinniinngg PPrrooggrraamm **•• EEnnccoouurraaggiinngg SSttaaffff DDeevveellooppmmeenntt:: TThhee PPeerrffoorrmmaannccee AApppprraaiissaall PPrroocceessss **•• HHooww ttoo RRuunn aa SSuucccceessssffuull MMeeeettiinngg •• SSeevveenn SSttaarr CCuussttoommeerr SSeerrvviiccee ((bbaasseedd oonn RRuubbyy’’ss wwoorrkk wwiitthh tthhee oonnllyy 77 ssttaarr hhootteell iinn tthhee wwoorrlldd))•• UUnnddeerrssttaannddiinngg aanndd DDeeaalliinngg wwiitthh CChhaannggee•• HHooww ttoo WWoorrkk EEffffeeccttiivveellyy wwiitthh YYoouurr BBoossss •• RReeeenneerrggiizziinngg EEmmppllooyyeeeess bbyy RReeddeeffiinniinngg OOrrggaanniizzaattiioonnaall VVaalluueess •• NNeettwwoorrkkiinngg SSttrraatteeggiieess:: BBuuiillddiinngg PPrrooffeessssiioonnaall RReellaattiioonnsshhiippss •• RRaaiissiinngg tthhee BBaarr iinn GGuueesstt RReellaattiioonnss •• HHooww ttoo HHaavvee aa SSuucccceessssffuull BBooaarrdd -- aa pprrooggrraamm ffoorr nnoonn--pprrooffiitt BBooaarrdd ooff DDiirreeccttoorrss **•• RReefflleeccttiioonnss ffrroomm tthhee RReeaarr VViieeww MMiirrrroorr:: SSttuuddyy yyoouurr ppaasstt ttoo ccrreeaattee yyoouurr ffuuttuurree
 WWaattcchh ffoorr RRuubbyy aatt tthhee ffoolllloowwiinngg CCoonnffeerreenncceess::
 AAssssoocciiaattiioonn ooff LLuuxxuurryy SSuuiittee DDiirreeccttoorrss ((wwwwww..AALLSSDD..ccoomm))
 AAtthhlleettiicc BBuussiinneessss CCoonnffeerreennccee ((wwwwww..AAtthhlleettiiccBBuussiinneessssCCoonnffeerreennccee..ccoomm))
 CCaammpp EExxppeerriieennccee ((wwwwww..CCaammppEExxppeerriieennccee..ccoomm))
 IInntteerrnnaattiioonnaall AAssssoocciiaattiioonn ooff AAmmuusseemmeemmeenntt PPaarrkkss aanndd AAttttrraaccttiioonnss ((wwwwww..IIAAAAPPAA..oorrgg))
 IIlllliinnooiiss PPrrooffeessssiioonnaall DDeevveellooppmmeenntt SScchhooooll ((wwwwww..iill--iipprraa..oorrgg))
 IInntteerrnnaattiioonnaall AAssssoocciiaattiioonn ooff AAsssseemmbbllyy MMaannaaggeerrss ((wwwwww..IIAAAAMM..oorrgg))
 NNaattiioonnaall RReeccrreeaattiioonn && PPaarrkk AAssssoocciiaattiioonn ((wwwwww..NNRRPPAA..oorrgg))
 SSttaaddiiuumm MMaannaaggeerrss AAssssoocciiaattiioonn ((wwwwww..SSttaaddiiuummMMaannaaggeerrss..oorrgg))
 WWoorrlldd WWaatteerrppaarrkk AAssssoocciiaattiioonn ((wwwwww..WWaatteerrppaarrkkss..oorrgg//ccoonnvveennttiioonn..aasspp))
 RRuubbyy NNeewweellll--LLeeggnneerr ffoouunnddeedd RRuubbyySSppeeaakkss,, IInncc.. iinn 11999944 wwiitthh aa ssiinngguullaarr mmiissssiioonn:: TToo pprroovviiddee tthhee hhaannddss--oonn ttrraaiinniinnggeemmppllooyyeeeess nneeeedd ttoo ccrreeaattee aa mmoorree pprroodduuccttiivvee wwoorrkkeennvviirroonnmmeenntt wwhheerree eevveerryyoonnee ccaann eexxcceell oonn tthhee jjoobb.. OOvveerr tthhee llaasstt ddeeccaaddee,, sshhee hhaass pprreesseenntteedd mmoorree tthhaann 11,,770000 pprrooggrraammss iinn nniinnee ccoouunnttrriieess aanndd hhaass sshhoowwnn tteennss ooff tthhoouussaannddss ooff ppaarrttiicciippaannttss hhooww ttoo qquuiicckkllyy iimmpprroovveewwoorrkkppllaaccee ppeerrffoorrmmaannccee..
 ** TThheessee pprrooggrraammss aarree aavvaaiillaabbllee aass MMpp33 ddoowwnnllooaaddss aattwwwwww..RRuubbyySSppeeaakkss..ccoomm
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MMoodduullee 11 SSeevveenn SSttaarr CCuussttoommeerr SSeerrvviicceeLLiisstt hhooww YYOOUU ccaann ttaakkee YYOOUURR bbuussiinneessss ttoo tthhee nneexxttlleevveell bbyy aappppllyyiinngg lleessssoonnss ffrroomm tthhee JJuummeeiirraahh GGrroouupp
 LLiisstt ffrroomm RRuubbyy’’ss SSlliiddeess
 Anticipate every customer’s needs
 Make it easy and comfortable for them
 Make each guest feel special and appreciated
 Be knowledgable of schedules, services and special events
 Take pride in your job
 Be courteous and polite
 Think of the guest before you think of yorself
 AAsskk ppaarrttiicciippaannttss ttoo sshhaarree tthheeiirr oowwnn aass wweellll
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
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MMoodduullee 22 UUnnddeerrssttaannddiinngg OOuurr CCuussttoommeerrss aanndd TThheeiirr LLooyyaallttyy
 WWhhaatt CCuussttoommeerrss WWaanntt11.. TToo ffeeeell welcome..
 22.. TToo bbee heard.
 33.. TToo bbee comforted.
 44.. TToo ffeeeell important.
 WWhhyy CCuussttoommeerrss CCoommppllaaiinn11.. TThheeyy ffeeeell ignored oorr oovveerrwwhheellmmeedd..
 22.. TThheeyy ffeeeell ignored.
 33.. TThheeyy ffeeeell tthheeyy hhaavvee ttoo defend tthheemmsseellvveess..
 44.. TThheeyy ffeeeell ttrreeaatteedd poorly iinn tthhee ppaasstt..
 55.. TThheeyy hhaavvee wwaaiitteedd ttoooo lloonngg ffoorr service.
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
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TT It costs six times more to attract a new customer than it does to keepan old one.
 TT Customer loyalty is, in most cases, worth ten times the price of asingle purchase.
 TT A typical business hears from only about 4% of its dissatisfiedcustomers.
 TT The other 96% just quietly go away and 91% will never come back.
 FF 13% of the people who have a problem tell 10 others! They tell 20.
 FF It takes 7 positive service incidents to make up for one negativeincident! It takes 12.
 TT Seven out of ten complaining customers will do business with youagain if you resolve the complaint in their favor.
 TT If you resolve a complaint on the spot 95% will return and dobusiness with you again.
 TT On average, a satisfied complainer will tell five people about theproblem and how it was satisfactorily resolved.
 FF Of those customers who quit using your business, 51% do sobecause of an attitude of indifference by the company or a specificindividual! It’s 68% (and remind them to underline “a specificindividual”)
 TTrruuee oorr FFaallssee??
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 22 UUnnddeerrssttaannddiinngg OOuurr CCuussttoommeerrss aanndd TThheeiirr LLooyyaallttyy
 Note to leaders - please note that each sentence that endswith a ! is a False statement. When I was first learningthe program, it helped me remember which ones were false.I left them in to help you remember as well. Notecorrections on false statements to make them true below.
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NNootteess
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 22 UUnnddeerrssttaannddiinngg OOuurr CCuussttoommeerrss aanndd TThheeiirr LLooyyaallttyy
 SSmmaallll GGrroouupp AAccttiivviittyy IInnssttrruuccttiioonnss -- PPaauussee tthhee DDVVDD wwhhiillee yyoouu ddiissccuussss tthhee qquueessttiioonn bbeellooww iinn ssmmaallll ggrroouuppss..RReemmeemmbbeerr ttoo nnoottee tthhiinnggss YYOOUU ccaann ddoo -- nnoott wwhhaatt yyoouu tthhiinnkk ootthheerr ppeeooppllee sshhoouulldd ddoo..LLiisstt aass mmaannyy iiddeeaass aass yyoouu ccaann aanndd tthheenn ddeetteerrmmiinnee yyoouurr bbeesstt iiddeeaa ttoo sshhaarree wwiitthh tthhee llaarrggeerr ggrroouupp..
 WWhhaatt ccaann II ddoo ttoo mmeeeett tthhee nneeeeddss ooff oouurr ccuussttoommeerrss aanndd pprreevveenntt ccoommppllaaiinnttss??
 Note to leaders - This is a great place to reinforce each participants’contribution so I recommend you say something positive after eachspokesperson shares the “best” idea their group came up with.
 Encourage everyone to clap after each person shares their idea, thenoffer more specifics on why that is so important after they finishsharing.
 This will reinforce their contribution and encourage thinking about waysthey can enhance their customer service delivery.
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BBuuiillddiinngg TTrruusstt aanndd RRaappppoorrtt uussiinngg tthhee
 SSOOFFTTEENN TTeecchhnniiqquuee
 SS m i l e
 OO p e n P o s t u r e
 FF o r w a r d
 TT o n e ooff V o i c e
 EE y e C o n t a c t
 NN o d ttoo A c k n o w l e d g e
 LL e a n
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 33 CCoommmmuunniiccaattiinngg wwiitthh OOuurr CCuussttoommeerrss
 Note to leaders - After they finish listeningto this section, you can pause the DVD andask them to turn their notes over. Then askthem what each letter stands for one letter ata time. I usually offer visual hints as theyrecite the words to reinforce how easy it is toremember.
 If time allows, ask them to discuss in smallgroups specifically when they can use theSOFTEN technique to promote better serviceor build stronger relationships.
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BBuuiillddiinngg BBaarrrriieerrss oorr
 BBrriiddggeess
 I’ll try
 Our policy
 Your problem
 You’ll have to...
 We can’t do that
 She’s not here!
 That’s not my department!
 That information is
 in our brochure
 I don’t know
 I am sorry you had to
 wait so long
 I wwiillll
 Our gguuiiddeelliinneess
 The ssiittuuaattiioonn
 The bbeesstt tthhiinngg ttoo ddoo iiss ...
 What I CCaann do for you is ...
 That person is not available at the moment,
 How can I help you?
 For future reference, the ppeerrssoonn who handles that
 service is ...
 Let me sshhooww yyoouu wwhheerree that information is in
 our brochure
 Let me ffiinndd oouutt ffoorr yyoouu
 Thank you ffoorr bbeeiinngg ssoo ppaattiieenntt
 PPooppuullaarr PPhhrraasseess BBeetttteerr OOppttiioonnss
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 33 CCoommmmuunniiccaattiinngg wwiitthh OOuurr CCuussttoommeerrss
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CChhoooossiinngg tthhee RRiigghhtt MMiinnddsseett wwhheenn WWoorrkkiinngg wwiitthh CChhaalllleennggiinngg CCuussttoommeerrss
 This list is from an article from Ruby's FREE electronic newsletter "Great Customer Service for LeisureProfessionals" (sign up to receive your FREE copy of this newsletter at www.RubySpeaks.com)
 1. View complaints as gifts
 2. The customer is not always right … but they are the customer and we want to keep them as a customer.
 3. You can't take it personal.
 4. Dealing with the person and their concern is your responsibility.
 5. Let go of the negative Control your self-talk.
 6. Stay calm and remember no one makes you mad
 7. Challenge yourself to see how many upset customers
 you can turn around.
 8. Work at gaining loyal customers.
 9. Moods are contagious. Ask yourself, “What attitude am I conveying?”
 10. Be prepared to learn from this opportunity.
 RReemmeemmbbeerr tthhaatt yyoouu wwoonn''tt pplleeaassee eevveerryyoonnee.. CChhoooossiinngg tthhee rriigghhtt mmiinnddsseett ccaann mmaakkee aallll tthhee ddiiffffeerreennccee iinn hhooww yyoouu ffeeeell aabboouutt tthhee ccuussttoommeerr aanndd yyoouurr jjoobb..
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 44 DDeeaalliinngg wwiitthh UUppsseett CCuussttoommeerrss
 They can’t “get your goat”if you don’t show them
 where you hide it.
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1100 TTiippss ttoo CCaallmmiinngg UUppsseett CCuussttoommeerrss
 1. Listen and acknowledge that you arelistening.
 2. Move to a more private area.
 3. Don’t interrupt.
 4. Take notes as they speak.
 5. Remember their name and use it.
 6. Repeat back what you heard.
 7. Speak respectfully.
 8. Always respond with “ We ” instead of “I”.
 9. Apologize to the customer.
 10. Resolve the situation quicklyand in a positive manner.
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 44 DDeeaalliinngg wwiitthh UUppsseett CCuussttoommeerrss
 2 Seecond RuuleeIInn aa ccoonnvveerrssaattiioonn,, lleett tthhee ootthheerr
 ppeerrssoonn ccoouunntt ttoo ttwwoo aafftteerr tthheeyyffiinniisshh,, bbeeffoorree yyoouu ssttaarrtt
 TTiippss ffoorr mmyy nneexxtt pprroommoottiioonn““SSoo wwhhaatt II aamm hheeaarriinngg yyoouu
 ssaayy iiss......””““LLeett mmee sseeee iiff II uunnddeerrssttaanndd
 yyoouu ccoorrrreeccttllyy!!””
 Note to leaders - A great follow up tool for this section isto have prepared scenarios on worksheets for smallgroups to discuss. Encourage them to list what steps theywould take to calm the customer down in each situation.
 After the small group discussion, have them read thescenario for the bigger group and share their ideas onsteps they would take to improve the situation based onwhat they learned in this module.
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MMoodduullee 55 RRuubbyy''ss TTiippss ffoorr PPrroommoottiinngg PPoossiittiivvee IInntteerrnnaall CCuussttoommeerr SSeerrvviiccee
 PPrrooffeessssiioonnaall IImmaaggee
 Decide what you want to be known for. Then take full responsibility for creating your
 reputation.
 Leave the personal stuff at home
 Dress professionally to promote a positive impression
 for you, your department and your agency.
 Dress for the job you want not the job you have. Does this outfit leave a positive professional image?
 Remember - what you say about others says more about you than it does about them.
 Be the one to stop the gossip labeling, complaining and blaming.
 Resolve disagreements or misunderstandings before they become issues, address the person directly.
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 An Anchor - Something to remindme to work onchanging my habit.
 You
 Wahmbulance Drivers Not Welcome
 Wahmbulance Drivers Not Welcome
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Making Decisions thatPromote Positive Relationships
 QQuueessttiioonnss ttoo aasskk yyoouurrsseellff bbeeffoorree ffiinnaalliizziinngg aa ddeecciissiioonn
 Who will be impacted by this decision?Who else needs to be involved in making this decision?Is the decision in the best interest of all the parties involved?What perception will this decision leave?What reputation will this start?
 AAfftteerr tthhee ddeecciissiioonn hhaass bbeeeenn mmaaddee,, aacctt oonn tthheessee qquueessttiioonnss ......
 Who else needs to know this decision?What is the best timing for informing them about the decision?
 What is the best way to communicate thisinformation to ensure that all affected individuals receive notification of the decision?
 If you are frustrated by a situation, ask yourself...
 What can I do to improve the situation?
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 55 RRuubbyy''ss TTiippss ffoorr PPrroommoottiinngg PPoossiittiivvee IInntteerrnnaall CCuussttoommeerr SSeerrvviiccee
 Be the first to smile and say hello when passing in the halls. Look up -
 not at the floor. Someone needs your friendly greeting.
 Be on time and prepared for meetings -
 whoever comes to the meeting most prepared - wins.
 Include other people who may be affected by a decision you are about to make.
 TTeeaammwwoorrkk
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Set others up for success by sharing accurate, timely and complete information.
 CCoommmmuunniiccaattiioonn
 Return voice mails and e-mails within 24 hours.
 Choose your communication method for the best impact.
 Make a conscious choice between e-mail, phone call, voice mail or a face-to-face meeting.
 PPeerrssppeeccttiivvee
 ©2008 All Rights Reserved Ruby Newell-Legner, CSP, www.RubySpeaks.com and www.GuestRelationsTraining.com 303-933-9291
 MMoodduullee 55 RRuubbyy''ss TTiippss ffoorr PPrroommoottiinngg PPoossiittiivvee IInntteerrnnaall CCuussttoommeerr SSeerrvviiccee
 WWhheerree’’ss YYoouurr FFooccuuss??
 DDoonn’’tt HHaavveeDDoonn’’tt WWaanntt
 DDoo HHaavveeDDoo WWaanntt
 Your attitude is the key to your future!
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