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MODULE 6

Summary and Wrap-Up

Training Notes

What you need to say/do

1. Tell participants that this section serves as a review of what we have covered in the previous modules.

2. Emphasize that Child Support Enforcement workers provide the first contacts the customer has with the agency.  It is during these initial interactions when the customer’s opinion of an agency is formed.

3. Ask participants for examples of how this initial contact can form a positive or negative opinion.

What you need to know

1. This module will take approximately 30 minutes to complete.  

Equipment/Supplies

	· Flipchart stand with two pads of paper and/or whiteboard

· Markers (permanent, dry-erase, and wet-erase)

· Masking tape

· Participant Guides (including Appendix with handouts)
	

	
	

	Handouts

· 6–1 Ten Ways to be a Good Customer Service Role Model for Your Staff

· 6–2 Customer Service Training Evaluation Form: Module 6

· 6–3 Customer Service Training Overall Evaluation Form
	

	
	

	PowerPoint Slides

· None
	


Summary and Wrap-Up 

Time: 30 minutes

6.1 Summary—Module 1: Introduction

In the Introduction module, we talked about how customer service can be a positive influence or a destructive force in the Child Support Enforcement community.  We must always remember that Child Support Enforcement workers are the first contact the customer has with the agency and that this is when the customer’s opinion of an agency is formed.  The Child Support Enforcement workers are a critical factor to program success and there is a demonstrated need for effective training in the customer service area.

Training Notes

What you need to say/do

1. Remind participants of our discussion in Module 2 on what effective customer service is within the Child Support Enforcement Program community.  Refer back to the Effective C/S flipchart displayed on the wall.  Ask participants for feedback to see if these definitions need revisiting or revising.

2. We have identified who our customers are and those we serve, and have emphasized the importance of maintaining high quality customer service.  Keep in mind that certain strategies will help you in providing positive customer experience, such as: 

 staying professional, unemotional; 

 practicing positive self-talk;

 limiting the use of jargon or legal terms; 

 helping the customer focus on the problem; and 

 empathizing with the person. 
3. Questions:

Who are our customers? Name 3 (CPs, NCPs, Dependents, Employers, Courts, other agencies, IV-A, Sheriff Dept., etc.)
Name 2 effective customer service techniques (ask two different people).
Which is not a benefit of Effective Customer Service; a) decrease in calls/walk-ins; b) increase in productivity; c) increase in complaints; d) improved reputation.

What you need to know

1. Give prizes, candy and one toy for harder questions.
2. Throughout this module, or at the end, the trainer should go to the flipchart and make sure that all of the sticky notes have been addressed.

Summary—Module 2: Concepts of High-quality customer service 
In Module 2, we examined the benefits of delivering effective customer service and defined effective customer service within the Child Support Enforcement Program community.  We also identified who our Child Support Enforcement Program customers are.  We explored the common barriers to providing quality customer service.  In addition, we defined “self-talk” and provided both positive and negative examples.
When you go into any customer service situation—whether combative or cordial—there are certain personal characteristics and traits that will help you provide excellent customer service and reduce stress that may be self-imposed or work-related.

6.1.1 Attitude

Stay detached.  Stay unemotional.  Stay courteous.  Stay professional.  Stay positive.

Practice positive self-talk.  Decide that you like your job and want to do your best to provide high-quality customer service.

Avoid making the customer rationalize his or her position.

Redefine/focus on the problem and look for solutions and options.

Empathize with the person.  Show you understand how he or she is feeling, and set your feelings aside.

Listen objectively.

Take deep breaths.

Training Notes

What you need to say/do

1. Ask participants what are some effective listening skills: 
Give me one open-ended question (How, What, Why) and one closed-ended question (Who, Where, When)

True or False.  To be a good listener we only need to listen to what someone is saying.

When communicating face-to-face with a customer, which one of the following aspects of communication contributes the most to the total message? a) sound communication (tone, tempo, volume of voice); b) non-vocal communication (posture, gesture, expressions or c) verbal communication.
Name 2 good listening skills (provide feedback, listen empathetically, paraphrase, ask questions).
2. Refer back to the Advantages flipchart.

3. Ask participants what are some effective listening techniques.

4. Ask participants what is meant by empathy.

5. Ask if anyone can share a situation when they knew they were being aggressive rather than assertive (or knew they were being treated aggressively rather than assertively). 

What you need to know

1. Regarding #3 above—some effective listening techniques are:

· Eliminate distractions.

· Take notes.

· Respond to the total message:  content, intent, and nonverbal clues.

· Respond non-judgmentally.

· Do not prepare your response while someone is still talking.

· If you realize you are not listening, physically move to focus on the speaker.

· Remind participants that a good listening technique is to restate what you understood the speaker to be saying; this shows the speaker you heard him.

2. Regarding #4 above—Empathy means putting yourself in the customer’s shoes, letting him or her know that you understand the situation and how it makes him or her feel.  When we empathize, we connect with the person’s feelings in two ways: by making a statement that tells the person we understand the feeling, and by paraphrasing the person’s words to show them we understand the issue.

Summary—Module 3: Communication skills

In Module 3, we discussed learning to listen and listening effectively.  It is particularly difficult to listen when hostility or anger is present.  The angrier the customer, the more important it is for you to be a good listener.  Listen objectively and don’t take it personally.  Be patient and don’t be defensive.  Give feedback that shows you have listened, you understood, and you want to reach a solution everyone can live with.

6.1.2 Communication

Assess your skills honestly.  Look at your strengths and weaknesses.

Improve your ability to organize and express your thoughts or persuade others.

Practice new skills until they become a part of who you are.

6.1.3 Assertiveness

Assertiveness is not the same thing as aggressiveness.  Assertive people work to build relationships with others, while aggressive people try to overpower others. 

Assertive people want others to feel satisfied—maybe not happy, but satisfied—with the process—to feel that they were heard, that their concerns were considered, and that they were respected.

6.1.4 Lack of Confidence

A lack of confidence generally results from a lack of knowledge and experience.

The more you practice good communication skills, the more you know about the agency and its services, and the more you know about the Child Support Enforcement Program, the more self-confident you can be.

Practice and learn.  Build on your successes.

Training Notes

What you need to say/do

1. Remind participants of some of the basic telephone skills that we covered.

2. Discuss some of the general techniques we discussed that you can use with difficult phone situations.

What you need to know

1. Regarding #1 above—some basic telephone skills that we covered are:

· Answer the phone promptly.

· Announce your agency’s name.

· Make sure you know your phone’s features.

· Hold the mouthpiece in front of your mouth and speak clearly.

· Avoid unnecessary noise.

· Don’t talk with others while you are on the call.

· Don’t eat, drink, or chew gum while on the call.

· Always use the hold button when appropriate.

2. Regarding #2 above—some of the general techniques we discussed that you can use with difficult phone situations are:

· Give callers options.

· Tell the caller what you will do.

· Know your resources.

Summary—Module 4: Winning Telephone Techniques

In Module 4, we talked about winning telephone techniques.  Learn to listen and show customers that you understand their positions, their needs, and what they want.  It is important to explain—and explain again, using different words—what you can and cannot do, and what the customer’s options are.  Do what you can to make the customer feel that he or she participated in developing the solution to the problem.

Training Notes

What you need to say/do

1. Ask participants the following questions and review the bullets on the facing page regarding techniques and strategies for these situations.

· How do you handle an angry customer?

· An argumentative customer?

· A threatening customer?

· An abusive customer?

· A customer with a heavy accent?

2. Ask participants: What are some appropriate ways to say “no?””
What you need to know

1. Regarding #2 above—some appropriate ways to say “no” are:

· Explain why it can’t be done.

· Don’t quote policy.

· Don’t be patronizing.

· Offer alternatives when you can.

· Avoid making excuses. 

Summary—Module 5: Difficult Customers and situations

In Module 5, we talked about strategies for handling difficult customers.  These include:

Refraining from denying or minimizing the feeling of angry customers.

Understanding that telling someone, “There’s no reason to be upset” will only make him or her angrier.

Keeping your emotions in check.

Not allowing yourself to lose control.  Focus on the subject of the complaint, not on the customer’s angry words.

Not getting defensive.  If you get defensive, you’re getting emotionally involved.  Don’t take the anger personally.  Stay emotionally detached.  Look beyond the anger.  If you remember that there are often other forces at work, you will deal more effectively with the angry customer.

Anticipating potentially volatile situations.  Customers don’t like hearing that there’s nothing you can do.  Instead, say, “Let’s see what I can do.”
Making every attempt to handle the problem yourself.  People don’t like being shuffled from one person to another to another.

Letting the customer blow off some steam.  After he or she has vented, try to address the problem.

Not making promises you can’t keep.

Being sympathetic and empathetic.  Listen carefully and show that you understand.  “I understand this is very frustrating for you.  Let’s look at what options you have.”  Don’t agree with the customer if he or she persists in criticizing the agency.  Use the broken record technique of repeating, “I understand your frustration.”  Then move to resolution.
Training Notes

What you need to say/do

Review your self-assessment answers and consider any customer service concerns raised during this workshop. Answer the following questions:
1. As a result of this workshop, the three to five most critical things that I have learned that will help me to be more effective in providing good customer service are:

2. As a result of my learning, the three to five things that I will do differently to provide effective customer service are:

What you need to know

6.2 Reflections

As a result of this workshop, the three to five most critical things that I have learned that will help me to be more effective in providing good customer service are:

As a result of my learning, the three to five things that I will do differently to provide effective customer service are:

Training Notes

What you need to say/do

1. This concludes the summary and wrap-up section.  Ask participants:  Are there any other questions or comments?
2. Ask participants:  Now that we have thoroughly explored this topic, what will you do with this information?  

3. At this point, you may want to go over the documents contained in the Appendix briefly to make sure that all of the contents have been discussed.  If there are any managers taking the course, ask them to turn to the Appendix and review Handout 6–1, Ten Ways to Be a Good Customer Service Role Model for Your Staff.

4. Ask participants:  Are there any questions on the information contained in the Appendix? 
5.  Allow a few minutes for participants to look at Handout 1-1, the Customer Service Training Evaluation Form and assess Module 6 and complete the overall section of the evaluation (and those for the other modules if they have not done so already).  Ask participants to place them in a designated spot upon departure from the training room.

6.  Thank participants for their attendance and participation.

What you need to know
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