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rstanding Your Customers

A. Identifying Customer Priorities
1. The “Fortune 500 Executive” story
2.  Communicating with C YR €.
a. Ttis okay to OV@R - communicate
b. Try not to UNOER: communicate
¢. Communicate with them as they L 1 A&
d. Be aware of their behavioral 8 \ e

B. Update your customer PF@X“\\@, often; get assistance from all
Teay\ members who communicate with them
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eeding Customer Expectations

ey e ————

A.  Why Businesses Fail ....

1. The survey reveals: People felt as though they were treated
with Ing\iHer enpe, ‘

2. The “Service Continuum™
) | .
B.  The Four types of customers
2 EXYedpo)
b. Internal
¢. PoYeln Q\

d.  Fraternal
C. Identify and Exceed expectations
1.  Know the history of the relationship
2. Be an extraordinarily skilled communicator
a. Stayin TO_CJ_Cﬂ (frequency)
. Impress them with detail

b
c. Stay focused on their NeQxiS and expectlations
d. Assess the competitive dynamic. That is who you are

always being Comparedto,
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A. Customer Experience Categories

1. Customer I n&ﬁ&wﬂs&m e

2. Cuostomer Processing
3. Customer SefV1 ce.
4.  Customer Service Excellence

5. Customer Service Mli \"é\fb\ .5

B. The Attitudinal Continuum for Customer Communication

Positive < { P Negative

C. Performing Customer Service M T\} &Q@ AQ. 5
. \
L whatisitt WOW .

2. What do we need to execute effectively? %Q@C\ @é}
o Wedwt

3. When do we perform them‘? lr
e L2
)
D.  The Keith Bennett Story See- e O P@@?"QA‘ of) V\
U.S.Leconing 4 ©2009
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A. Ask them well- thought-out

"}’\k of¥so that you can anticipate

their Wants  and Needs
1.  Types of questions:

U.S.Learning
=——————JisleX]

a. OpeN - ended
b. ClOSE- ended
Control or Direction?
a. Open — ended provide D\y RQ{_‘;\" :.Q M
b. Closed retain control
Four categories of Questions
a. Nﬂ) Information
b. Attitude questions

c. Confirmation questions

d. commpimes) cit’}”estions
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4. Tips for Asking Questions Effectively

a. Always work from D@ CV W\Q,C'\"\‘

b. Leave S\\ent so they can ponder and elaborate
c. Adapt your pace to theirs

d. Get them seated when possible and E [%@% . themin
a meaningful process.

e. (iving them printed information to 1901( over during your
questioning canbe a D istroctiom

f. Carefully consider question sequence, (Start broad, then
get narrow)

g. Affirm their I$5 ves and conclusions

B. The Art of Listening to Your Customers

1. TheSpiritof Inken®

a. Some believe business people are manipulative

b.  Positive G is good two-way communications
without manipulation

c. The difference is you desire to listen to and understand
you customer’s N QQA &

2. Steps to Active Listening Success

Ask Wﬂ - thought- out questions
L‘js-ﬁ@ attentively

Notice Noh - verbal signals

Ask for clarification when Needed
Summarize often

Do Not interrupt

Understand their preferences

@rhe oo
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A,  The Market Share Model

U.8.Leconing

Ee=——=iC.=

We have both Controllables and uncontrollables in the above
model

Remember that people want to do business with people they
know, like and TTus &

Many service failures are not faitures at all; they have
inadvertently been designed into the S HS*\*@A? \
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B. The Loyalty Ladder
carRident
Agi\l‘oo e

client

custoMmen

PLOSO e@f“YS

SVUS poc 5

2. A four step formula for success:

2 Moo, o lasY

b. @0\:\(' QS@ P‘i 2E. EZQ‘-C)V\ @m—\/p\\j

. Roce an Xk nox e Yod 4

a. Move g oo
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Projecting The Constant Image of Excellence

A. TImage

1. Image is never a C ©N Sls’aﬁ Jr
2. Itisan EY@R_- changing variable
3. The goal should be to out- perform the competition
4. Image is comprised of five elements
a. HowyouL 0® ¥,
b. What You S g%_
¢. How you say it
d. What you do
e. How you Do it

B. The Marriott Story
(Image Variability)

US.Leorning 9 ©2009

—— O



ACTION SHEET

Date: Event:

Step 2: Take Home Step 1: Capture (Take notes in this column.)

(Within 24 hours, read

the notes and record

key learnings and
actions to be taken in

this column.)

Step 3: Teach or Share (Schedule a meeting within a week to share key learnings. Use this
area for key words or phrascs, which become the outline for the meeting.)

2008 Blanchard-Hutson Interests
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