Welcome to the Konica Minolta Customer Focus for the Service Professional Web Based
Training Course.

Click Next to start the course.



Here are navigation instructions and instructions on how to use this course.



MpodeccnoHansHoe o6cnyxmMBaHMe KIMEHTOB

O6LeHne

PaccTpoeHHbIn KNNeHT

Hi, I'm Jeremy and | have been working with Konica Minolta customers for a long time. Dealing
with customers, understanding their needs, and finding the right solutions can be quite
challenging. I'm here to share my experiences with you through this training program.

This training program is split into four modules.

. Module One: What is professional customer service?
. Module Two: How to communicate effectively with customers
. Module Three: How to handle upset customers

Click a module to view it!

MpueeT, a xepemun, 1 a8 AaBHo paboTato c kKaneHTamm Konica Minolta. PaboTa ¢ knneHTamm,
NOHMMaHWE NX NOTPEOHOCTEN N MOUCK NPABU/IbHbIX PELIEHNA MOTYT BbITb J0BOJIBHO
CNOXHbIMU. A 34eCb, YTOObI NOAEANTLCA CBOMM OMbITOM C BAMW Yepes 3Ty Nporpammy
obyyeHus.

JTa yyebHan Nnporpamma COCTOUT 13 YETbIPEX MOZYNEN.

e MoZynb NepBbli: YTO Takoe NpodeccMoHaibHOe 0OCYKMBAHMNE K/TMEHTOB?

e Moaynb ABa: Kak apPeKTUBHO 0O6WATLCA C KAMEHTAMMU

* Moaynb TPETUIN: KaK CNPaBUTLCA C PACCTPOEHHbBIMU KAMEHTaMM



MO,D,V[H: 1 3HaKOMUT C OCHOBaMM O6Cﬂ\/>Kl/IBaHl/IF| KIMEHTOB N HaBblKaMW,
HeO6XO,D,l/IMbIMl/I Aana obecneyeHmns Xopoulero O6C/'Iy)KMBaHMH KINEHTOB.

3TOT MOAyNb pa3feseH Ha ABe asbl,
lnasa 1 - NoHMMaHMe 0bCNyKMBAHWUA KINEHTOB
Fnaga 2 - Pa3BuTMeE HaBbLIKOB OOCNYKMBAHMA KNMEHTOB

Module One introduces the fundamentals of customer service, and the skills required to provide
good customer service.

This module is divided into two chapters:

e Chapter One - Understanding Customer Service: In this chapter, we'll learn about the
importance and benefits of good customer service. We'll also look at how Konica Minolta
defines customer service and your role and responsibilities as a service technician.

e Chapter Two - Developing Customer Service Skills: In this chapter, we'll look at the skills
required to provide good customer service and how you can develop these sKills.

Click Next to go to the first chapter.

Moaynb 1 3HaKOMWUT C OCHOBaMM 0OCNYKMBAHMA KNMEHTOB M HaBbIKaMM, HEOBXOAUMbIMK ANA
obecneyeHma xopoLlero obcyKMBaAHNA KIMEHTOB.

STOT MOAY /b COCTOUT U3 ABYX 13B:

¢ [naBa nepsas - [NoHMMaHMe 0HBCNYKMBAHUA KAMEHTOB. B 3TOM rnase mMbl y3HaemM O BaXKHOCTU
N NPENMYLLECTBAX XOPOLLEro 0O6CAYKMBAHMA KAMEHTOB. Mbl TaKKe paccMoTpUM, Kak Konica
Minolta onpeaenseT obcyKMBaHME KIMEHTOB, a TaK!Ke Bally PO/b 1 0683aHHOCTM B
KayecTBe TEXHUYECKOro CneLmanmcTa.

¢ [NaBa BTOpas - Pa3BmTME HaBbIKOB 0BCNYKMBAHMA KANMEHTOB. B 3TOM rnaBe mbl paccCMOTPUM
HaBblKM, HeobxoaMMble Ana obecneyeHns xopoLwero 06CAyKMBAHNA KANMEHTOB, M CNOCObbI NX
Pa3BUTUA.



After completing this chapter, you will be able to:
» Explain the importance of customer service.
» List the basic needs of customers.
» Explain how customers evaluate your service.
» Explain how Konica Minolta defines customer service.
» Define your responsibilities as a service technician at Konica Minolta.

Mocne 3aBepLIeHMA 3TON rNaBbl Bbl CMOXKETE:

* OH6BACHUTE BAXKHOCTb 0BCNYKMBAHUA KINMEHTOB.

* [lepeyncnmTe oOCHOBHbIE NOTPEOHOCTN KNNEHTOB.

* OO6BACHUTE, KaK KNNEHTbI OLLEHMBAIOT Balll CEPBUC.

e O6bACHUTE, Kak Konica Minolta onpeaenaeTt obcay»KMBaHNE KAMEHTOB.

e Onpeaennte cBom 0683aHHOCTM B Ka4yecTBe CepBMCHOro cneumanmcta B Konica Minolta.



| bet you're wondering why customer service is so important, right? Let me share a story with you. In
January, Martha, a freelance graphics designer purchased the C450 printer from us. A month later,
she called the contact center to log problems with the printer.

Following up, Tim calls Martha and informs her he will visit her place between 8:00 and 8:30 am the
next day. (If Martha were to call from a European or other country, a dispatcher would have called to
inform her that Tim would visit her place the next day.)

Click the Next button to view the conversation between Martha and Tim.

Mory nocnopuTb, Bbl 3a4aeTeCb BONPOCOM, MOYeMy 0OCNYKMBAHME KNMEHTOB TaK BaXKHO,
BePHO? [103BONLTE MHE NOAENNTLCA C BaMK UCTOpuelt. B AHBape MapTa, He3aBMCKMMbIM
rpaduyeckunit Am3anmHep, Kynuna y Hac npuHtep C450. Yepes mecaAl, oHa NO3BOHWAA B
KOHTaKT-LEHTP ANA pernctpaunm npobiem ¢ NpUHTEPOM.

B otBeT Tvm 3BOHUT MapTe 1 coobLIaeT, YTo Ha creaytolmin AeHb noceTunt ee ¢ 8:00 ao 8:30.
(Ecnm 661 MapTa N03BOHWAA M3 EBPOMNENCKON MM APYrOM CTPaHbI, AUCNEeTYEP NO3BOHWUA bl
e, 4Tobbl COOBWMTL, UTO TMUM NOCETUT ee Ha CneayoWwnin AeHb.)

HaxkmmnTe KHOMKyY «anee», 4Tobbl yBUAETL pa3rosop mexay MapToin n Tumom.



Tim: Hi, I'm Tim. I'm here to fix the problem with the printer.

Martha: Are you from Konica Minolta?

Martha: You are late. | was expecting you by 8:30.

Tim: Sorry about that. What is the problem with your printer?

Martha: Well, | bought this printer last month, and since yesterday, it's not functioning properly.
Tim: That's unusual. This one's designed to be a trouble-free machine. Are you sure the
problem is with the printer itself?

Martha: | have used printers before and | know when a piece of equipment isn't working right. When |
print a document, the content on every second page appears distorted. It is very

frustrating.

Tim: | know it is frustrating, but I'm afraid | don't know much about this model.

Martha: But, | need it fixed as soon as possible. My work and business depends on it.

Tim: | will see what | can do.

Tum: MpueeT, a Tum. A 3aecb, 4Tobbl UICNPaABUTL NPOHAEMY C MPUHTEPOM.

Maprta: Bbl n3 KoHWKa MunHonTa?

Mapra: Bbl ono3ganu. A oxuaan Teba k 8:30.

TuMm: M13BMHMTE 3a 3T0. B 4em npobaema c BaWMm NPUHTEPOM?

Maprta: Hy, A Kynunna sToT NPpMHTEP B NPOLLAOM MECALLE, M CO BYEPALLIHEro AHA OH He
paboTaeT A40/IKHbIM 0bpazom.

TrM: 3T0 HeobblYHO. TOT NpeaHa3HayveH Ana 6ecnpobaemMHOM MalliMHbI. Bbl yBepeHbl,
41O Npobsiema c camnMM NPUHTEPOM?

Mapra: A paHblie NoNb30Banacb NPUHTEPAMM M 3HALD, KOrAa YacTb 060pyA0BaAHNSA
paboTaeT HenpaBuMAbHO. Koraa A nevaTatro AOKYMEHT, COAEPKMMOE Ha KaXKaon BTOPOM
CTPaHMLE BbIFIAAMT UCKAXKEHHbIM. 3TO OYeHb paccTpamBaeT.

TuMm: A 3Hato, 3TO paccTpamBaeT, HO s HOKOCb, YTO He 3Hat0 MHOro 06 3To MoAaeNw.
MapTa: Ho MHe HyXHO MCNPaBUTb 3TO Kak MOXHO ckopee. Mos paboTa 1 61M3Hec 3aBUCAT
OT 3TOro.

Trm: A NoCMOTpPIO, YTO A MOry caenathb.



How would you rate the service Tim provided? 1. Tum noctasun To, 4To obeuian?
2. bbin v oH BeXAUB?

e Did Ti i ised?
Did Tim deliver what he promised? 3. Bbi/l /I OH YECTHBIM?

* Was he courteous? 4. TIoHAN Nn OH NoTpebHoCcTb MapTbl?

¢ Was he honest? 5. OH nomor el pelwnTb Npobaemy, ¢ KOTOPoW OHa
e Did he understand Martha’'s need? CTO/IKHYMach?

« Did he help her solve the problem she was facing? 6. Mapta - 40BONbHbIA KMEHT?

7. MOXeT M 3TO M3MEHUTb BocnpuaTMe MapToi ycayr,

* |s Martha a satisfied customer?
KOTOpPble Mbl NPeaoCTaBAAEM?

¢ Can this change Martha’s perception of the service we provide?

Select Yes or No and then click the Submit button.

Although Tim was honest in admitting he did not have much experience with the C450, it is not
something a customer wants or needs to hear. He did not attempt to understand Martha's need and
was not courteous or respectful of her time.

Customer service is more than just answering questions and showing up. Itis our job to prove to our
customers that we care about their satisfaction. For Tim, it's not only the printer, but also the
customer relationship that has been broken. Repairing the relationship is a task equal in importance
to that of repairing the printer.

XoTs TUM 4eCTHO NpW3Has, YTo He UMen 6oAbLLIOro onbiTa paboTsl ¢ C450, 3TO He TO, YTO KAUEHT XOUET UK LOMKEH
ycnbiwath. OH He NbITaacs NoHATbL NOTPebHOCTL MapTbl 1 He BbiN BEXKAUBLIM UAU NOUYTUTENBHBIM U3 €€ BPEMEHMU.
O6cnyKMBaHME KNMEHTOB - 3TO HoblUe, YeM MPOCTO OTBEYATL Ha BOMPOCHI M NOABAATLCA. Halwa 3a4ay4a - A0Ka3aTb HaWUMm
KNMEHTam, YTo Mbl 3a60TrMcA 06 UX yaoBaeTBopeHun. 18 TUMa 3TO HEe TOIbKO NPUHTEP, HO U OTHOLEHUA C KAUEHTaMMK,
KoTopble BblAK HapyLleHbl. BoccTaHOBNEHME OTHOLLEHWI ABNAETCA 3a4a4el, PaBHOM NO BaXXHOCTYM C 3aa4ell BOCCTaHOBAEHMA
npuHTepa.



Customers do not distinguish between you and the organization. For Martha, Tim was the
organization. Her positive or negative perception about the service directly correlates to her
interaction with Tim.

Remember - To your customers, YOU are the organization.

KnneHTbl He AenatoT pasnnymni Mexay Bamu 1 opraHmsaumen. Ana Maptbl Tum 6bin
opraHusaumen. Ee NonoXnTenbHoe nam oTpuuaTelbHoe BOCMPUATME CYKObI
HanNpPAMYIO CBA3aHO C ee B3aMMOAeNCTBUEM C TUMOM.

MoMHMTE - ANA BalLMX KIMEHTOB Bbl ABNAETECH OpPraHun3aLumen.
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Customers are the center of your success. Your success depends on providing good customer
service throughout your visit. So, how would you define "Good Customer Service?"

Well, good customer service is:

. Clearly understanding the requirements of the customer.

. Building a relationship to establish trust and unity with the customer.

. Representing your organization in a friendly and polite manner.

. Completing transactions successfully and

. Fulfilling requests and providing customers the information they need.

KNreHTbl - 3TO LEeHTP Ballero ycnexa. Baw ycnex 3aBMcuT oT obecneyeHmsa XopoLwero
06CNYKMBAHMA KNMEHTOB HA NPOTANKEHMM BCErO Ballero Bu3mTa. Mtak, Kak bl Bbl
onpeaennnm «Xopoulee ob6CNyKnBaHME KNNEHTOB?»

Hy, xopoliee obcny»KMBaHWE KAMEHTOB 3TO:

* YeTKoe NoHMMaHWe TpeboBaHMN 3aKa34mMKa.

* [TOCTpOEHNEe OTHOLIEHWNIN ANA YCTAHOBNEHWA A0BEPUA U EAMHCTBA C KIMEHTOM.

* [peAcTaBnATb Bally OPraHM3aLMIo B APYKECKOWN U BEKINBOM MaHepe.

* YcneuwHoe 3aBepuweHmne TpaH3aKumin n

* BbINO/IHEHME 3aMPOCOB M NPeA0CTaBAEHNE KANEHTAM HEODXOAMMON MHDOPMALNN.
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How do you benefit? By providing good customer service, you can

. Earn the trust and respect of your customers.

. Create more understanding customers - this makes delivering bad news easier.

. Meet and exceed their expectations and

. Maintain a professional and long-term relationship with them. This will create a bond between you

and the customers and make it easy for you to interact with them and solve their concerns.

Kak Bam 370 BbirogHo? ObecneymBan xopollee 06CAyKMBAHNE KNUEHTOB, Bbl MOXETE

* 3apaboTaliTe AOBEPUE M YBAXKEHME BALLMX K/IMEHTOB.

e Co3paBaiiTe 60blle NOHUMAKOLWMX KANEHTOB - 3TO 0b1erYaeT A40CTaBKy MIOXMX HOBOCTEN.

® BCTPETUTb M NPEB30NTU UX OXKMAAHUA U

* MoanepxmnBaTtb NpodeccmoHanbHble U AOATOCPOYHbIE OTHOLEHMA C HUMM. DTO CO34acCT CBA3b
MeXK Y BaMU N KNMEHTAMM 1 0H61erymT Bam B3aMMOAENCTBME C HUMM U PeLleHne Ux npobaem.
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The key to providing good customer service is to understand your customer’s needs
and expectations. All customers have six basic needs.

. Honesty

. Friendliness

. A Sense of Control
. Understanding

. Fairness and

. Information

Kntoyom K obecneyeHmto xopowero 06CayKMBaHUA KAMEHTOB ABNAETCA NOHUMaHWNe
NOTPebHOCTEN M OXKMAAHUIN BALLEro KAMEHTA. Y BCEX KIMEHTOB €CTb LECTb OCHOBHbIX
notpebHocTen.

* YecTHOCTb

e [lobpoenatenbHOCTb

* 4yBCTBO KOHTPOAA

e [loHMMaHne

e CnpaBea/IMBOCTb U

* NHbopmaumsa

Click a need to read about it.



YecTHOCTb

Act with integrity in all your interactions with customers - this will help you maintain poise and
self-respect. Be honest and fair, and follow-through on the promises you make. If you can't solve

a problem immediately, say so. Customers will tend to be more forgiving if you tell them the real
facts.

[encTByiTe YeCTHO BO BCEX BaLUMX B3aMMOAENCTBMUAX C KAMEHTAMM - 3TO MOMOXKET Bam
COXPaHUTb PaBHOBECKE M YyBCTBO COOCTBEHHOTO AOCTOMHCTBA. by/ibTe YECTHbI M YECTHbI U
BbINONHANTE CBOM 0belaHmA. ECn Bbl HE MOXKETe pelwnTb Npobaemy HemeaNeHHO, TaK U
ckaxkuTe. KnneHTbl byayT 6onee npolaowymmn, eCam Bbl PaCcCKarkeTe MM peanbHble GaKTbl.
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[JobpoxenatenbHoCTb

A customer's most basic need is friendliness. Be friendly and polite in your dealings with
customers. Make them feel valued and consider their complaints or views genuinely.
Being friendly does not cost much and helps build a professional and long-term
relationship.

Caman oCHOBHasn NOTPeBbHOCTb KAMEHTa - ApyKentobue. byapTe ApyKentobHbI 1 BEXKANBSI
B OTHOLWEHMAX C KNMEHTAMM. 3aCTaBbTe MX NMOYYBCTBOBATb, YTO MX LIEHAT, M UCKPEHHE
PACCMOTPUTE MX Kanobbl UM MHEHUS.

BbITb APYKeNtoOHbIM HE CTOUT AOPOrO M MOMOTAET CTPOUTL NPOdGEeCccMoHabHblIe U
[ONTOCPOYHbIE OTHOLEHMSA.
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YyBCTBO KOHTpOAA

Giving customers a small amount of control over the situation allows them to express their
needs more easily. This will help you understand their needs and offer them the right

solution.

MpeaocTasneHne KNMeHTaM HeHONbWOro KOHTPOAA Hag, CUTyal et NO3BONAET UM Nerye
BblpakaTb CBOM NOTPEOBHOCTU. ITO NOMOXKET BaM MOHATb UX NOTPEOHOCTU U NPEANOKNUTL UM

npaBuIbHOE peLleHme.
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[MToHUMaHuKe

Customers want to feel that you understand their circumstances and feelings. You must

always put yourself in their situation and empathize with them, even when their feelings
differ from your own.

KAneHTbl XOTAT 4yBCTBOBATb, YTO Bbl MOHNMaETE NX obcToATeNbCTBA U 4yBCTBa. Bbl LOKHbI

BCeraa CtaBuUTb cebs B X NONIOKEHME U conepexmnBaTtb UM, Aaxe eC/in X YyBCTBa
OT/INYAKOTCA OT BaLLMX COBCTBEHHbIX.



CnpaBsenineocTb

Customers want to be treated fairly, and usually get upset when they feel they have been

wronged.
Treat them respectfully.

KAMeHTbl XOTAT, YTOObI C HUMK 0Bpallannch CNpaBeannBo, U OHM 0BbIYHO paccTpamnBatoTca,
Korfa 4yBCTBYIOT, YTO UX 0buaenn.
OTHOCKTECH K HUM C YBaXKEHWEM.



NHbopmauus

Dealing with customer questions requires knowledge of the business, the products and
services, the prices, the terms and conditions, the guarantee terms, and promotions.
Customers are most satisfied with the service when you provide them all the information

they need.

PelueHne BONPOCOB KAMEHTOB TpebyeT 3HaHWA BU3Heca, MPOAYKTOB M YCAYT, LLEH, YCNOBUI K
NONOKEHNM, FaPAHTUIMHBIX YCI0BUN N PEKNAMHbIX akUMI. KnneHTbl 6o/blie BCero
yO0BNETBOPEHbI 06CNYKMBaHMEM, KOTAa Bbl NPeA0CTaBAAETE MM BCKO HEODXOAMMYIO UM

MHPOPMaLMIO.



Balla ougeHKa

KAMeHTbI MCNONL3YIOT CaeaytolmMe napameTpbl Ans
OLEHKM Ballero cepsumca.

Customers use the following parameters to evaluate your service. When evaluating you,
they look for

. Style & Substance
. Empathy

. Resourcefulness

. Value and

. Efficiency

Click a parameter to read about it.

KAMeHTbl MCNoNb3ytoT caeaytollme napameTpbl 418 OLeHKM Ballero cepsmca. OueHmnsan
BaC, OHW MULLYT

e CTUNb N coaepKaHune

* SMnaTuA

* 1306peTaTeNbHOCTb/HAaX0A4MBOCTL/M3BOPOTANBOCTD

® 3HaYeHue n

* 3ddEeKTMBHOCTb



Style & Substance
Customers evaluate the service they receive based on the confidence and competence you
demonstrate. A knowledgeable and friendly style indicates that you know and care about what you

are doing.

Ctunb & ConepaHue

KNIMEeHTbI OLEHMBAIOT YCAYTM, KOTOPbIE OHM MO/YYatoT, OCHOBbIBASACH HAa A0BEPUN U
KOMMETEHTHOCTU, KOTOPbIE Bbl AEMOHCTPUPYETE. 3HAIOLMIA U APYKENOOHbIN CTUNL 03HAYaeT, YTo
Bbl 3HaeTe 1 3a60TUTECH O TOM, UYTO Bbl AeNaeTe.
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Empathy

It is important to connect with customers, understand the situation from their perspective,
and listen attentively to their needs. Caring and providing individual attention adds a human
touch to the service you are providing.

ConepexusaHue

BakHO 06LWATbCA C KAMEHTAaMM, MOHMMATb CUTYaLUMIO C UX TOUYKM 3pEHMA U BHUMATE/IbHO
NPUCAYWNBATLCA K MX NoTpebHocTAM. 3aboTa M NpeaocTaBNeHne MHAMBUAYAbHOTO
BHMMaHMA 006aBNAET YeNOBEYECKOE OTHOLWEHME K YC/yre, KOTOPYHO Bbl MPeAoCTaBAseTe.
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Resourcefulness
When customers make challenging requests, you and your manager should be creative and
find the best way to fulfill their needs.

MN306peTaTeIbHOCTb/HaxoA4MBOCTb/U3BOPOTINBOCTD
Koraa KAMeHTbl AeNatoT CIOXHbIe 3anpochl, Bbl M Ball MeHeAKep A0KHbI NPOABUTb
TBOPYECKUIA NOAXO/, M HAaUTU NyYLLMiA cnocob yaoBAETBOPUTb UX MOTPEOHOCTH.
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Value
Customers are always looking for value. Strive to provide high quality service to your
customers.

LleHHoCTHN
KAneHTbl BCErAa ULLYT LIeHHOCTb. CTpeMMUTECh NPeA0CTaBMTb KaYeCcTBEHHbIM CepBMC AA
BaLLUMX KAMEHTOB.
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Efficiency

Demonstrate urgency and be prompt when replying to customers. Strive to fix the
equipment on the first visit.

O¢deKTUBHOCTb

MpoAEMOHCTPUPYINTE CPOYHOCTb U ByabTe ObICTPbLI, OTBEYan KaneHTam. CTpemmutech
NOYMHUTL 0BOpPYAOBAHME NPY NMEPBOM MOCELLEHWN.
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At Konica Minolta, good customer service is defined as:

* An understanding that the customer wants to be informed and have a sense of
comfort and understanding.

e Atotal and continuous commitment to fulfill all customer needs, and be prepared and
willing to go out of your way to do so.

* Being viewed as friendly and competent, and willing to listen so that your customers
perceive you as an added value to their operation.

Repairing the machines is only 50 percent of your job. The other 50 percent is interacting with your
customers.

B Konica Minolta xopoliuee obcny»KMBaHWE KNAMEHTOB ONpeaenaeTca Kak:
* [TOHMMaHME TOro, YTO KAMEHT XOYeT BbITb MHOOPMMPOBAHHbLIM M YyBCTBOBATb CeHA KOMMOPTHO U
NoHUMaHue.
e [o/IHOE M NOCTOAHHOE CTPEMIEHME YA0BNETBOPUTL BCE NOTPEOHOCTU KNMEHTOB, ObITb FOTOBLIM U
roTOB CAeNaTb BCe BO3IMOXKHOE, 4TObbI caenaThb 3TO.
e CymTaeTca APYKeNoOHbIM M KOMNETEHTHbLIM, M TOTOB BbICAYLLATb, YTOObI BaLLIM KANEHTI
BOCMPUHMMATb BaC KaK AOMNONHUTENbHYIO LLIEHHOCTb A8 UX paboTbl.

PeMOHT MaLUUH - 3TO ToJ1bKo 50 NpoLueHToB Balwel paboTbl. OcTasibHble 50 NPOLEeHTOB
B3aMMOAENCTBYIOT C BaLMM K/IMEHTOB.
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As a service technician, your role is to commit yourself to providing good customer service and
understanding the needs of your customer.

You should:
. Be able to think for yourself.
. Be willing to go beyond the job.
. Remain focused and committed.
. Display competence during critical times and
. Aim to always maintain a strong and positive long-term relationship.

To make a service experience memorable, you should be able to understand the customer’s
expectations. If there is a gap between what a customer expects and what he or she gets, the
customer’s perception of your service will be poor.

Kak cneumannct no o6CcayKMBaHMIO, Ballla POJib COCTOUT B TOM, YTOObI B35Tb Ha cebs
06A3aTeNbCTBO 0HecneynBaTb Xopolliee 06CNyKMBAHNE KAMEHTOB U MOHMMaHMeE
noTpebHoCTel BaLlero KAneHTa.

Bam crnepyer:

* YMeTb lyMaTb CaMOCTOATE/IbHO.

e byabTe roToBbl BbIATK 32 paMKM paboTbl.

e OcTaBanTecb COCPeAOTOUEHHbBIMM U NPeAaHHbIMMU.

* [IOKa3aTb KOMMNETEHTHOCTb B KPUTUYECKNE BPEMEHA U

* CTpemuTech Bcera noAaepnBaTb NPOYHbIE U MO3UTUBHbIE LOJTOCPOYHbIE OTHOLLEHUA.

YT106bI CAENATL OOCAYKMBAHME HE33ObIBAEMbIM, Bbl AONXKHbI ObITb B COCTOAHWM NOHATH
oXnaaHus. Ecnm cylecTsyeT paspbiB MeXAy TEM, YTO OXKUAAET KMEHT, U TEM, YTO OH UM OHa
no/sly4aeT, BOCNPUATUE KAMEHTa Ballero cepsmca byaeT Naoxmnm.



You have completed this chapter. As you move forward, keep in mind the following points.

. Providing good customer service leads to satisfied customers, and a successful and
constructive relationship with customers.

. Always remember that once a customer has lost faith in your service, it is very
difficult to change his or her perception about you and the organization.

e ObecneyeHune xopouwero O6Cf|y>+(l/lBaHl/lF| KIMEHTOB BEAET K
YAOOBAETBOPEHUIO KTNMEHTOB U YCNELWHbIM N KOHCTPYKTMBHbBIM OTHOLWEHWAM C
KIMEeHTaMWN.

e Bcerga NMOMHUTE, YTO, KaK TONIbKO K/IMEHT NOTEPAN BEpy B Balle
O6Cﬂy>+<l/lBaHl/Ie, O4Y€Hb TPYAHO MSMEHNTL €ro Nam ee BOCNpmATmneE Bac 1
BalLewn opraHm3auunn.
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Welcome to Chapter Two - Developing Customer Service Skills. In Chapter One, we looked at the
importance of providing good customer service, and how you play an important role in the
customer service process. In this chapter, we'll look at the skills required to provide good customer
service, and how you can develop these skills.

After completing this chapter, you will be able to:

. Explain how your attitude affects the service you provide.

. List the steps to develop a positive attitude.

. Explain the importance of paying attention to a customer's needs.
. Demonstrate attentiveness when speaking with customers.

. Demonstrate good customer service.

[lobpo noskanoBaTb BO BTOPYIO r1aBy - Pa3BuTme HaBbIKOB 0OC/NYKMBAHUA KAMEHTOB. B
nepBoW rNaBe Mbl PACCMOTPENN BAaXKHOCTb 0becneyeHns xopollero obcayKunsaHmsa
KNIMEHTOB M TO, KaK Bbl UrpaeTe BaXKHYH POJib B NpoLLecce 00CayKMBaHMA KANEHTOB. B
3TOW rNaBe Mbl PACCMOTPUM HaBbIKM, HeobXxoaMMble A5 obecnevyeHmns XopoLLero
0OCNYKMBAHUSA KMEHTOB, U KaK Bbl MOYXKETe Pa3BMTb 3TU HABbIKMN.

Mocne 3aBepLUeHNA 3TOM r1aBbl Bbl CMOXKeTE:

e OO6BACHUTE, KaK Balle OTHOLIEHWe BIMAET Ha NPeA0CTaBAAEMbIE BAMM YCYTH.
e [lepeyncanTe Warv ANs pasBUTUA NO3UTUBHOTO OTHOLLEHMA.

e O6BACHNTE BAXKHOCTb YAeNeHMA BHUMAHMA NOTPEOHOCTAM KAMEHTA.

* [pOAEMOHCTPUPOBATL BHMMATENbHOCTb NPW ODLLEHMM C KNTUEHTAMMU.

* [1pOAEMOHCTPUPOBATL XOpOoLee 00CYKMBAHME KIMEHTOB.
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Let's step back for a moment and re-visit Chapter One. In the scenario, we noticed that Tim did not
attempt to identify Martha's need and was not friendly or respectful of her time.

Not identifying a customer's need and not being friendly are signs of inattentiveness and an uncaring
attitude.

[aBalTe caenaem wwar Ha3ag v cHoBa noceTum Mnasy 1. B cueHapum mbl 3aMeETUIN, Y4TO TUM
He nblTancs onpeaennTb NoTpebHOCTb MapTbl U He Bbin APYHRENOOHbIM AN
YBaXKUTE/IbHbIM U3 ee BpeEMEHMN.

HenaeHTnduMKaums noTpebHOCTEN KAMEHTA U He ApYyKentobue ABNAOTCA NPU3HAKaMM
HEBHMMATE/IbHOCTN 1 6E3Pa3/IMYHOr0 OTHOLLEHMS.
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Like Tim, other service technicians struggle to provide good customer service, as they
cannot demonstrate the right attitude and skills.

If you don't get off on a good start with your customers, the game is over before it begins.

Kak 1 Tum, apyrne TeXHUYECKME CNeumanmcTbl M30 BCEX CUA NbITatOTCA 0becneymTb Xopollee
06CNyXKMBAHME KNMEHTOB, MOCKO/IbKY OHM HE MOTYT NPOAEMOHCTPMPOBATb NPaBUIbHOE OTHOLLIEHWE
M HaBbIKW.

ECnv Bbl HE HAUMHAETEe C XOPOLWUX K/IMEHTOB, UIrPa 3akaH4YMBaeTCA A0 TOro, Kak OHa HAaYHETCA.
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Your attitude is reflected in the way you choose to react to situations. An attitude for serving others
is the most important aspect of good customer service. Do you have the right attitude for providing
good customer service? Take this opportunity to find out and complete the questionnaire below. It
is in your benefit to be honest and open.

Click on agree or disagree with each statement. Then, click the “Submit” button to view your
analysis.

Balle oTHOLWIEeHMe OTPaKaeTCs B TOM, KaK Bbl pellaeTe pearmpoBaTb Ha CUTyauun.
OTHOLWEHME K CAYKEHUIO APYTUM - CaMbli1 BaXKHbI aCNEKT XOpoLLero o6cayKunsaHmsa
KNMEHTOB. Y Bac ecTb NpaBu/ibHOE OTHOLWEHMe A1a obecnedyeHmsa XopoLero 0b6cnyKMBaHNUA
KAMeHTOoB? Bocnonb3yiTech 3TOM BO3MOXHOCTbIO, YTOObI Y3HATb 1 3aMONHUTb aHKETY HUXKeE.
B BalMx MHTepecax ObITb YECTHbIM 1 OTKPbITbIM.

HasKmmnTe Ha CoOrnacuTbCa UM HE COTNACUTLCA C KarKabIM YTBEPHKAEHNEM. 3aTeM HaKMUTE
KHOMKY «OTNpaBnTb», 4TOObI MPOCMOTPETHL CBOMN aHaNN3.



Without the right attitude, it becomes difficult to move forward towards achieving
excellence in customer service. You may possess tremendous knowledge about your
company and its services, and have the skills to make that knowledge come alive;
however, without the right attitude, you will not be able to deliver good customer service.

be3 npaBMbLHOIrO OTHOLEHWA CTAHOBUTCA TPYAHO NPOABMIaTbCA K AOCTUKEHUIO
npesocxoacCcTtBa B O6Cf|y>-Kl/|BaHl/]l/I KNIMEeHTOB. Bbl moxeTe O6ﬂa,ﬂ,aTb OrPOMHbIMWN 3HAHNAMN O
BalLIe KOMMNAHMN N ee YCAyrax, a Takxe O6ﬂa,ﬂ,aTb HaBblkKaMi, NO3BOAAKOWMMUN BOMNOTUTL 3TU
3HaHWA B *M3Hb; OgHaKO bes NnpPaBn/IbHOTO OTHOLWEHWA Bbl HE CMOXKETe obecneuymnTb xopouwee

O6C/1y)+(l/IBaHl/Ie K/IMEHTOB.
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You own your attitude and it reflects your professionalism, care, focus, and passion to deliver
excellent customer service. Your attitude can be influenced by outside events and certain
situations, but how you react is your choice and will determine the outcome.

If you view customer interaction as a disruption, more often than not, the interaction will
result in a dissatisfied customer.

Remember, the Situation + Your Choice will equal the Outcome.

Bbl BNageeTe CBOMM OTHOLWLEHMEM, M OHO OTparkaeT Ball npodeccroHanmnsm, 3aboTy,
LieNeHanpaBAeHHOCTb M CTPACTb K NPeA0CTaBAEHNIO OTAIMYHOMO 0DCAYKMBAHWSA KAMEHTOB. Ha
Ballle OTHOLLUEHWE MOTYT NOBAUATL BHELIHME CODLITUA K ONpeaeNeHHble CUTyalMKM, HO TO, KaK Bbl
oTpearupyete, OyaeT BallMM BbIDOPOM M onpeaenuT pesynbTar.

Ecnv Bbl paccmaTpmBaeTe B3aMMOAENCTBME C KAMEHTOM KaK HapyLLeHKne, Yalle BCero a1o
NpuBeaeT K HeY40BNETBOPEHHOCTM KMEHTA.

MOMHUTE, YTO CMTyaLMa + Balll BbIOOP ByAyT paBHbI UCXOAY.
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A positive attitude is the foundation for excellent customer service. Your attitude affects
everyone you meet. Therefore, it is extremely important to be positive when interacting with
customers.

Attitudes are contagious. A positive attitude gives you energy and enables you to interact with
confidence and enthusiasm. On the other hand, a negative attitude drains your energy and
prevents you from being at your best at all times. When you combine an outstanding attitude
with excellent customer service, you will be able to consistently meet and exceed customer
expectations.

Here’s an example that demonstrates a positive attitude.
Click through the scenario to start the dialogue.

[MO3MTMBHOE OTHOLLIEHWE ABNAETCA OCHOBOW ANA OTANYHOTO O6C!'Iy>+(l/IBaHl/IF| KIMEHTOB. Balwe
OTHOLLEHME BAMAET Ha BCEX, KOTO Bbl BCTpedaeTe. [loaTomy KpaMHe Ba*KHO ObITb NO3UTMBHbLIM npu
O6U_l,eHl/Il/I C KIMEHTaMM.

OTHOLLEHMA 3apa3unTesibHbl. [103UTUBHOE OTHOLIEHME AaeT BaM SHEPrMio M NO3BOAET Bam
B3aMMOAENCTBOBATL C YBEPEHHOCTbIO M 3HTy3Ma3mom. C Apyrol CTOPOHbI, HEraTUBHOE OTHOLEHME
MCTOLLLAeT Bally SHEPrMO U MeLlaeT Bam Bcerda bbiTb B ydliem suae. Koraa Bbl codetaete
BblAalOLLEECA OTHOLLEHME C OT/IMYHbIM OBCAYKUBAHUEM KMEHTOB, Bbl CMOMETE NMOCTOAHHO
COOTBETCTBOBATb M NMPEBOCXOANTb OXMAAHUSA KANEHTOB.

BoTt npumep, KOTOprlZ AEMOHCTPUNPYET NO3UTUBHOE OTHOLLEHWE.

HaxkmmnTe Ha cugHapuit, 4ToObl HaYaTb AMANOTr.

39



Service Technician: Well the problem is fixed. | needed to replace the part that helps
feed the paper through the machine. Is there anything else | can do for you Mr. Smith?

Mr. Smith: No. That'll be all. Thank you.
Service Technician: It was my pleasure Mr. Smith. You have a great day.
Mr. Smith: You too, thank you.

CepBUCHbIM TeXHUK: Hy, npobaema ncnpasneHa. MHe Hy»HO ObI10 3aMeHUTb AeTab, KOTopas
nomoraeT nojasaTb bymary yepes malunHy. Mory A yem-Hnbyab noMoub Bam, muctep CMUT?

Mwuctep CmuT: HeT. 310 BCe. Cnacubo.
CepBUCHbIN TEXHUK: MHe 6b110 NpuATHO, MncTep CMUT. Y Teba NpeKkpacHbIn AeHb.

Mwuctep CMmuT: Bbl TOoXKe, cnacmnbo.
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It is important that you have a positive attitude because it's clearly reflected in both your
voice and behaviour. A positive attitude will make you feel good and will also get a positive
response from others. Here are some tips to develop a positive attitude.

Click on the tips below to learn how to develop your communication skills.

BakHO, 4TObbI Y BacC Obl1 NO3UTUBHbIM HaCTpOVI, NMOTOMY YTO OH YETKO OTpPaxKeH KaK B Ballem
rosioce, Tak v B noseaeHuu. No3nTUBHOE OTHOLLEHME 3aCTaBUT BaC YyBCTBOBATb ceba Xopouwo,
a TaKXe nonyymTt MONOXMTENbHbIN OTBET OT Apyrnx. BoT HECKO/IbKO COBETOB A4 Pa3BMUTUA
MO3NTNBHOIO OTHOLWEHWNA.

Ha*XmunTe Ha COBETbI HUXKeE, 4TOObI Y3HAaTb, KaK Ppa3BMTb CBOWN HABbIKA O6LLI,eHl/IF|.
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Positive language

Avoid saying "No." For instance, if a customer asks you to meet him or her at
3 pm. and you know that you will be with another customer at that time, say, "I
will be at another customer's place at 3, but | will be able to meet you at 4 pm"
Focus on enjoying your job and enjoying your interaction with customers.

MO3UTUBHbIN A3bIK
N3beraite roBopuTb «HET». Hanpumep, ecnm KAMEHT NPOCUT BaC BCTPETUTHLCS C

HWM B 3 Yaca [iHA 1 Bbl 3HAETe, YTO B 3TO BPEMS Bbl DyaeTe C APYrUM KIUEHTOM,
CKaxem: «fl byay B MecTe Apyroro KAneHTa B 3 4aca, HO i CMOTY BCTPETUTbCA C
BaMu B 4 yaca AHaA». CocpeaoToUYbTeCh Ha TOM, YTODbI MOYYaTh YA0BOALCTBUE
OT PaboTbl 1 OT OBLLEHUS C KNMEHTaMM.
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Self-talk

Be aware of the inner dialogue you have with yourself Do not say critical and negative things to
yourself such as, “I'm always making errors,” or "That's just my luck." or 'Tm not good at
troubleshooting." The more frequently you repeat these negative | thoughts, the stronger they
become The first step in overcoming negative setf-talk is to become aware of it. The next step
is to replace these self-defeating thoughts with positive and productive ones.

Pasrosop c coboit

NMOMHWUTE O BHYTPEHHEM AManore ¢ camum cobol. He roBopute cebe KpUTUYECKNX K
HeraTMBHbIX C/I0B, TaKMX KaK «f Bceraa Aenato oWwnbKM» Mam «3To NPOCTO MOA yaada». uam «f
He YMeto YCTPaHATb Henonaakm». Yem yalle Bbl NOBTOPAETE 3T HETaTUBHbIE MbIC/IM, TEM
CUIbHEeEe OHW CTaHOBATCA. [epBbIl War B NPeo10/1eHMN HEeraTUBHOTO Pa3roBopa O CeTTe - 3TO
0CO3HaHwue 3T1oro. CreayolWmii War - 3aMeHa 3TUX CaMopPa3pyLIUTENbHbIX MbICIEN. C
MNO3UTUBHbLIMWN 1 MPOAYKTUBHBIMM.

44



Appearance
Remember that a negative self-image can lead to a negative attitude, while good
grooming can lift your spirits and build our confidence

BHewHoOCTL

MOMHWUTE, YTO HEraTMBHOE NpPeACcTaBAeHMe O cebe MOXKET NPUBECTU K HEFAaTUBHOMY
OTHOLUEHMIO, B TO BPEMA KaK XOPOLLMM yXO4 MOXKeT NOAHATb BAM HAaCTPOEHME N YKPENUTb
Hally YBEPEHHOCTb
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The other important feature of customer service is paying attention to a customer. If you do
not understand the customer's needs and expectations, you will not be successful in
solving the problems he or she is facing.

[pyraa BaxHasa 0COOEHHOCTb 0OCNYKUBAHUA KNNEHTOB - 06pallaTb BHUMAHME Ha KIUEHTA.
Ecnm Bbl He NOHMMaeTe NOTPEOHOCTEN U OXKMAAHMN KNMEHTA, Bbl HE CMOXKETE PeLlmnTb
npo6aembl, C KOTOPbIMM OH CTa/IKMBAETCS.
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When customers realize that you are paying attention, they trust you. Remember,
customers prefer doing business with and are more pleasant to people they like and trust.

You can demonstrate attentiveness by:

. Gaining Agreement
. Using Body Language and
. Using Verbal Responses

Click a circle to read about it.

Koraa KAneHTbl MOHMMAOT, YTO Bbl o6pau_LaeTe BHMMaHME, OHM A0BEePAT Bam. [TOMHUTE, 4TO
KJIMEeHTbI NpeanovYmnTakoT BECTU AeNla C N0AbMUN, KOTOPbIM OHWN HPaBATCA U KOTOPbIM OHU
AOBEPAIOT.

Bbl MOXKeTe NpoLeMOHCTPMPOBATb BHUMATE/IbHOCTb:
e CornaweHue o Noayy4eHunn

* Icnosib30BaHMe A3blka Tena u

* /Icnoib30BaHMe YCTHbIX OTBETOB

HaxmuTe Ha Kpyr, 4Tobbl NpoyYnTaTh 06 3TOM.
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Gaining Agreement

Encourage your customers to explain the problem. Hear them out without interrupting
them with your opinion. When the customer has finished speaking, repeat what
you've heard in your own words. This confirms that you were listening and have
understood what was being said. It also helps to resolve any doubts that you may
have. For example - "So the C450 is printing pages that are distorted?"

CornawieHue o nony4yeHuun

MoowpAarTe BaWNX KANEHTOB, YTOObI 06BACHMTL Npobnemy. Boicnywante ux, He npepbiBas MUX
CBOMM MHeHneM. Korga K/IMeHT 3aKOH4YNA roBOPUTb, MOBTOPUTE TO, YTO Bbl CNbILLAIN CBOMMMU
CNoBaMu. 3TO NOATBEPKAAET, YTO Bbl C/IYLLUA/IN U NOHAN, YTO FOBOPUTCA. ITO TaK¥Ke nomoraet
pa3pewmnTb Ntobble COMHEHUSA, KOTOPble MOTYT Y BaC BO3HWKHYTb. Hanpumep - «3Haumt, C450
neyaTaeT UCKA*KEHHbIEe CTPAHWULLbI?»
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Using Body Language

When listening to a customer, lean slightly towards your customer and nod your head to
indicate that you are listening. Use hand movements to emphasize what you say and how
you feel. Maintain eye contact with the customer. This will help keep your attention and
stop your mind from wandering and wear a smile!

Ucnonb3oBaHue A3blKa Tena

Cnywas KnneHTa, Cnerka HakNoHUTECb K HEMY U KUBHUTE r0/I0BOM, YTOObI MOKa3aTb, YTO Bbl
cnywaete. Mcnonb3yinte ABUMKEHUA PYK, YUTOObI NOAYEPKHYTb TO, YTO Bbl TOBOPUTE U KaK Bbl
ceba yyscTByeTe. [NoaaepKMBamnTe 3pUTENbHbIA KOHTAKT C KIMEHTOM. 3TO MOMOMKET
yAEpPKaTb Balle BHUMaHMe U NoMeLlaTb Balemy pasymy 6ay»KaaTb U HOCUTb YNbIOKY!
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Using Verbal Responses

You can demonstrate attentiveness by using verbal responses such as, "All right," "Okay," "
see," and "l understand." Remember to say these words with empathy and understanding in
your voice. You should not respond to a customer with a dry and uncaring tone. This will
probably frustrate the customer.

Mcnonb3oBaHUe YCTHbIX OTBETOB

Bbl MOXeTe NpoAeMOHCTPMPOBATb BHUMATENIbHOCTb, UCMO/Ib3YA C/IOBECHbIE OTBETbI, TAKME KaK
«XopoLwo», «Xopowo», «f BUXKy» 1 «A noHMmato». He 3abyabTe NPON3HOCUTL 3TW CNOBa C
COYYBCTBMEM U MNOHMMAHUEM B BallemM ronoce. Bbl He 4OMXKHbI OTBEYATb KMEHTY CYXMM U
6e3pa3NnMyYHbIM TOHOM. ITO, BEPOATHO, PACCTPOUT KNEHTA.
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Have you ever noticed how well-dressed people always appear more self-assured, make a
strong first impression, and communicate effectively?

Visual perception plays a significant role in developing an impression. A good impression is
the first step in developing trust and confidence in a customer.

Bbl Koraa-HMbyab 3ameyasnm, Kak XopoLwo oAeTble NtO0AM BCEraa BbirnaaaT 6onee yBepeHHbIMM B
cebe, Npon3BOAAT CUAbHOE NepBoe BrnevyaTneHne n adpPpeKkTnsHo obuiaroTcs?

3puTenbHoOe BOCNPUATME UIPAET BaXKHYO Poab B GOPMMPOBaHMM BNevaTaeHMA. Xopollee
BMeYaT/eHNe - 3TO NePBbIN War B Pa3BUTUN JOBEPUA K KAUEHTY.
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Every time you speak to a customer, it's an opportunity to demonstrate your excellence. You
should work hard at always making a good impression. Here are some presentation tips.
When interacting with customers, dress in a professional manner to let customers know that
you take your job seriously. Dirty hands, messy hair, and poor dressing can lead to the
souring of an otherwise happy customer relationship.

Your work environment affects your work. Keeping your work area neat and organized will
allow you to function efficiently and also gives your customer a feeling that you are capable
of repairing their equipment.

Ha)Kﬂ,bIVI [pa3, Koraa Bbl roBOpUTE C KJIMEHTOM, 3TO BO3SMOXHOCTb NMPOAEMOHCTPNPOBATL CBOE
MacCTepCTBO. Bbl 4ONKHbI yCcepaAHO pa6OTaTb, 4yTOObI BCeraa npom3BoanTb XopoLllee
Bne4vaT/sieHne. BOT HECKO/IbKO COBETOB MO NMpe3eHTaumm.

Mpu 06WEHUN C KAMEHTaMM oAeBalTeCh MPOPECCUOHANbHO, YTODbLI KNMEHTbLI 3HA/M, YTO Bbl
Cepbe3HO OTHOCMTECH K CBOE paboTe. [PA3HbIe PYKM, FPA3HbIE BOMOCHI M NI0Xas O4EeXA3a MOTyT
NPUBECTU K YXYALLIEHNIO OTHOLEHWUN C KIUEHTOM.

Bawa paboyan cpeda BavsAeT Ha Bawy paboTy. MoaaepKaHve Bawen paboyelt 30Hbl B YUCTOTE U
nopsaKke No3BoaNUT BamM 3GHEKTUBHO QYHKLIMOHNPOBATL, @ TaKKe AACT BalLEMY KIUEHTY
OULyLLEHWE, YTO Bbl CNOCOHHbBI OTPEMOHTMPOBATL ero 0bopyaoBaHMe.
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In order to serve customers effectively, you must have expert knowledge of the products
and services that your organization offers. With better knowledge, you can give the customer
better service. The better the service, the more satisfied the customer is with you and the

organization.

Y1066 9P PEKTUBHO OOCNYKMBATL KAMEHTOB, Bbl A0OKHbI UMETb 3KCNEPTHbLIE 3HAHWA O
NPOAYKTax 1 ycayrax, KoTopble npeaaaraeT Balla opraHusauma. O6nagas nydmumMm 3HaHUAMM,
Bbl CMOXKETe /lydlle 00CNyKMBaTb KNMEHTOB. Yem nydlle obcayKmBaHue, Tem bonee 4OBONEH
KAMEHT C BaMW 1 OpraHM3aumen.
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Your knowledge must go beyond knowing the mechanics of the products. With a
complete knowledge and understanding of the products, it becomes easier for you to
figure out the solution.

Here's an example of good product knowledge.

Customer: Our business is such that we need to print over 1000 150-page saddle-stitch
booklets a month. Can this machine handle this?

Service Technician: Sir, the bizhub PRO 1050 can produce over 1 million impressions per
month and has an option to create up to 200-page saddle-stitch booklets.

Customer: That's great. We need to look at that option. Thank you so much.
Service Technician: It's my pleasure Sir.

Bawu 3HaHMA A0/IKHbI BbIXOAMTb 3@ PAMKM 3HAHMA MEXaHUKM NMPOAYKTOB. O6J'|a,£l,aﬂ MNO/THbIM 3HaHNEM
N MOHUMaHMEM MNPOAYKTOB, BaM 6y,£l,eT nerye HamTn pelweHne.

BoT npumep xopowero 3HaHWA NPOAYKTa.
KnaneHT: Haw 6unsHec TakoB, YTO HaM Hy»KHO nevaTtatb 6on1ee 1000 6yknetos no 150 cTpaHuML, B Mecal,
MoKeT M 3Ta MalnHa CMPaBUTbCA C 3TUM?

CepBUCHbIN TexHUK: Cap, bizhub PRO 1050 mokeT npon3soantb 60o1ee 1 MUAAMOHA MOKA308B B MecAL,
M MOXKeT co3aasaTb 40 200 cTpaHuL, bpoLtopbl.

KnuneHT: OTamnyHo. Ham Hy»KHO MOCMOTPETL Ha 3TOT BapmaHT. OrpomHoe cnacubo.

CepBUCHbIM TEXHWUK: DTO MOE Y/10BO/IbCTBME, CIP.
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Don't hesitate to utilize the tools given to you to perform your job, such as, web-site support,
manuals, or help desks. Using these tools demonstrates your concern and determination to
fix the problem, not your lack of knowledge. Customers are always happy to know that you
care about their problem and that they have invested in the best service provider.

He cTecHANTECb MCNOIBb30BaTb MHCTPYMEHTbI, NPEAOCTABNEHHbIE BaM A/14 BbINONHEH WA BalLel
paboTbl, TakMe Kak NoAJepPKKa Ha BeD-calTe, pyKOBOACTBA MM CNPaBOYHbIE CAYKObI.
icnonb3oBaHMe 3TUX MHCTPYMEHTOB AEMOHCTPUPYET Bally 3a60Ty M PEWIMMOCTb PELINTD
npobnemy, a He He4OCTAaTOK 3HAHWI. KAMeHTbI Bceraa padbl y3HaTb, YTO Bbl 3aDOTUTECH O X
npobneme 1 4YTo OHM MHBECTMPOBAM B JIyULLIErO NOCTABLUMKA YCAYT.
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Good communication skills play an important role in customer service. Most people assume
that they speak clearly and are easy to understand. If you are not clear and precise in your
speech, then you can always be misinterpreted and misunderstood. The more technical the
topic, the more clear and concise you need to be. In addition, communicate with your internal
customers as you would your external ones. It can become very apparent to your external
customers if you don't.

Here’s an example that demonstrates good communication skills.

Martha: Is this machine going to be down for a long time?
Service Technician: It will be down for another 20 minutes. | am doing preventative
maintenance, which is like getting your car a tune-up or oil change.

Xopoume KOMMYHUKaTUBHbIE HABbIKWN UTPatOT Ba*XHYHK POJib B O6C/'IV>KI/IBaHl/Il/I KINEHTOB.
bonbWKHCTBO J'IPO,EI,el\/JI npeanonarakoT, 4TO OHM TOBOPAT ACHO N UX ETKO NMOHATL. EC/nn Bbl HE ACHbI U
TOYHbI B CBOEM pedun, TO BaC BCerga moryTt HenpasnabHO NCTO/TKOBATb N HEMPABWU/IbHO MOHATb. HYem
Hbonee TexHMYeckan TeéMa, TEM ACHEE N JTaKOHNYHEeE Bbl AO0JTXKHbl ObITb. KpON\e TOrO, O6L|.|,8V|Ter co
CBOUMU BHYTPEHHUMU KNINEHTAMMU TaK Ke, KaK 1N C BHELLHWUMMWN. 3TO MOXEeT CTaTb oyeBnMAaHbIM O1A
BalWNX BHEWHWX KIMEHTOB, €C/1I Bbl 3TOIO HE CAeNaeTe.

BoT npvmep, KOTOPbIN AEMOHCTPUPYET XOPOLLIME KOMMYHUKATUBHbIE HABbIKK.
MaprTa: 3Ta malirHa A0ATo He paboTaeT?

TexHuk no obcnyxueaHuio: OH byaeTt HeaocTyneH eule 20 MUHYT. A 3aHMMatOCh
npodUNaKTUYECKUM 0BCNYKMBAHMEM, KOTOPOE MOXOXe Ha HAaCTPOMKY Balllero aBToMobmaa nam
3aMeHy macna.
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Communication skills have to be developed on a regular basis. The greater your awareness of communication skills,
the more effective your communication will be.

Click on the tips below to learn how to develop your communication skills.

You should be clear about the purpose of the communication. By knowing your goal you can organize your thoughts and
align your body language to support your words. Keep your attention on the audience and on what you hear, see, and
feel from them. Effective communication is an exchange that flows back and forth.

Greet all customers with a smile and use a cheerful and enthusiastic tone of voice when saying “good morning" or
"good afternoon." Give your name, offer to help, take notes, use the customer’s name, solve the customer’s problem,
and thank the customer.

Do not use jargon or technical words when speaking to your customers. As you know more about the product than they
do, talk in simple and clear language when explaining what is happening. If customers feel they are being talked down
to, they will stop listening.

HaBbIkM 06LLEHNA AOMKHbBI PAa3BMBATLCA Ha PEry/ApHOM OCHOBE. Yem Bbillie Ballle NMOHMMaHne
KOMMYHMWKaTUBHbIX HAaBbIKOB, TEM 3pPeKkTnBHee byaeT Balle oblieHue.

Ha*KmunTe Ha COBETbI HUXKE, 4yTObObI Y3HaTb, KaK Pa3BUTb CBOW HABbIKA O6LLI,eHl/IF|.

Bbl LO/IKHbI YETKO MOHMMATb Liesb 0bLleHMA. 3HaA CBOK Lie/b, Bbl MOXKETE OPraHmn30oBaTb CBOM MbICN U
BbIPOBHATL A3bIK TeNa, YToObl NoAAepKaTb CBOM CN0BA. [lepKunTe CBOE BHUMAHME Ha ayaUTOPUM 1 Ha TOM,
4TO Bbl C/bILUNTE, BUAUTE M YYBCTBYETE OT HUX. IPPeKTnBHOE 06LLEHNE - 3TO OOMEH, KOTOPbLIV TeveT
BNepea v Hasaa.

MPUBETCTBYMTE BCEX KIMEHTOB C Y/IbIOKON M MCNONb3YNTE KU3HEPAAOCTHbIM M BOCTOPXKEHHbIN TOH, KOraa
ropopute «406poe yTpo» Unmn « 400pbI AeHby. [lanTe cBoe MMA, NpeasoKnTe NoOMoLLb, caenamnTe
3aMETKM, MCNONb3YNTE MMA KNMEHTa, pelwmnTe ero npobnemy 1 nobnarogapuTe KAMEHT.

He ncnonb3ynTe »KaproH nam TexHUYecKme C1oBa, Koraa roBopuTe € BallMMM KaneHTaMu. [OCKObKY Bbl
3HaeTe 0 NPoAyKTe Bo/blle, YEM OHW, TOBOPUTE MPOCTbLIM M MOHATHBIM A3bIKOM, 0OBACHAA, YTO
NpoOnCXoamT. ECAM KAMEHTbI YyBCTBYIOT, UTO C HUMM PA3rOoBapMBaloT, OHWM NepecTaHyT CaywaThb.
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You have completed this module. As you move forward, keep in mind the following
points. A successful service technician:

. Is always positive.

. Pays attention.

. Knows the products and services and
. Communicates effectively.

Bbl 3aBepLWnAN 3TOT MOAYb. [10 Mepe NpoABUKEHWA BNeped MMeNTe B BUAY caeaytoline
MOMEHTbI. YCNeLHbIN CEPBUCHbIN TEXHUK:

e Bcerna nosuTmMBHO.

e 0OpalllaeT BHMMAHME.

e 3HaeT NPoAYKTbl U YCAYTU U
* 3¢ deKTMBHO obLlaeTcs.
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Module Two explores communication techniques and building customer relationships.
This module is divided into two chapters.

. Chapter One - Responding to Your Customer: In this chapter, we’'ll learn about
communicating effectively with customers in every phase of the customer service life cycle.
. Chapter Two — Building Customer Relationships: In this chapter, we'll look at how

you can build customer relationships and gain their loyalty.

Moaynb [1Ba nccneayer MeTobl KOMMYHUKALMM U MOCTPOEHMA OTHOLLIEHWI C KAMEHTAMMU.
3TOT MOAyNb pPa3fenieH Ha ABe rN1aBbl.

e [naBa nepBas - PearMpoBaHmMe Ha BalLero KAMeHTa. B 3ToM rnase mbl y3Haem 0 TOM, KakK
30 PEKTUBHO 0OLLATLCA C KAMEHTAMM Ha KaXKA0M 3Tane *KMU3HEeHHOro LUyMKaa obCcayKmBaHms
KMEHTOB.

* [NaBa BTOpas - [10CTPOEHME OTHOLLIEHWNI C KAMEHTAMK. B 3TO rnaBe mbl PAaCCMOTPUM, KaK
Bbl MOXXETe NOCTPOUTb OTHOLWIEHMA C KNMEHTaMM U A0OUTbCA UX TOANBHOCTMY.
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After completing this chapter, you will be able to:
e Describe the general stages in the customer service life cycle.
e Explain how to manage non-verbal behavior.
e List steps for providing quality customer service.

MNocne 3aBepleHunA 3TOW rNaBbl Bbl CMOXKETE:

e OnuWMWTE OCHOBHbIE 3TaMbl }XM3HEHHOTO LMKAA 0OCNYKMBAHNA KNUEHTOB.
e Ob6bACHWUTL, KaK yNpaBAATb HeBepOaibHbIM NOBEAEHUEM.

e [lepeyncnute warun ana obecneyeHnsa Ka4yecTBEHHOro O6Cﬂy>KMBaHVIFI KINEHTOB.

66



What is a customer service life cycle? It begins with the sale of a product or
service and ends with a healthy customer relationship. The customer service
life cycle has four main phases that can be described as milestones on the
road to achieving customer satisfaction.

The following screens will explain each milestone in detail.

YTO TaKOE }KU3HEHHbIM LMKA 06CayKMBaHUA KAMeHToB? OH HAYUMHAETCA C NPOAaXKM
NPOAYKTa NN YCAYTU U 3aKaHYMBAETCS 340P0BbIMU OTHOLLIEHUAMM C KANEHTAMM.
HU3HEHHbIN LMK 0OCNYKMBAHUA KNIMEHTOB COCTOUT M3 YETbIPEX OCHOBHbIX 3TaMoOB,
KOTOPbIE MOYKHO OMMCaTb KaK BEXM HA NYTU K YA0BAETBOPEHUIO KAMEHTA.
Cnepytolime akpaHbl NoAPOOHO 0OBACHAT KaxKabl 3Tan.




The first milestone of the customer service life cycle is establishing a professional
relationship with your customers. By personalizing your interaction, you make the customer
feel at ease and build a bridge towards creating a strong relationship.

You can personalize your interaction by:
1. Preparing yourself and
2. Greeting the customer.

[epBbIM 3TANOM KM3HEHHOTO LMKAa 0OCNYKMBAHUA KNMEHTOB ABNSAETCA YCTAaHOB/IEHNE
NpPodeCcCnoHaIbHbIX OTHOLWEHMI C BALLMMWN KAMeHTamu. [lepcoHanmsnpysa Balle B3aMMOAeNCTeme,
Bbl JaeTe KANEHTY OWyLWeHNe HENPUHYKAEHHOCTU N CTPOUTE MOCT K CO34aHMUI0 MPOYHbIX
OTHOLLEHUN.

Bbl MOXKeTe NepcoHaNn3npoBaTb CBOE B3aMMOAENCTBME C MOMOLLbIO:

1. ToToBMM ceba u

2. [puBeTCcTBME KNNEHTA.



Prepare yourself before you meet customers.

e Learn about the customer’s business requirement and needs. This will help you see things from the
customer’s perspective and will display your professional intent.

¢ Ensure that you have all the tools and resources required for providing the service.

¢ If you were unable to fix a customer’s problem over the phone, read through the necessary product
documents or consult a peer, and try to obtain the right parts before interacting with the customer

again.
Customers will respond positively if you demonstrate genuine concern about solving their concern.

[loAroToBbTECH, npexage 4em BCTPpeTnTb KIMEHTOB.

* Y3HalTe 0 6M3Hec-TpeboBaHUAX M NOTPEOHOCTAX KAMEHTA. DTO MOMOXKET BaM YBUAETb BELLUM C
TOYKM 3PEHUA KNIMEHTA M MOKaXKeT BallM NpodecCcMoHanbHble HAMEPEHUA.

e Y6eamTech, UTO y BaC eCTb BCE MHCTPYMEHTbI M pPecypcbl, HeobXoaMMble AR NPeaoCTaBAEeHNA

yCnyru.

e Ecnv Bam He yaanoch yCTpaHUTb Npobaemy KaneHTa no TenedoHy, npoynTanTe Heobxoanmble
[OKYMEHTbI MO NPOAYKTY MW MPOKOHCYNbTUPYNTECH C KONIErOM N MOMbITANTECh HANTU HYXKHble
AeTanu, Nnpexae Yem CHOBa B3aMMOAEMNCTBOBATb C KIMEHTOM.

KNMeHTbl OTBETAT NONOKUTENBHO, €C/IN Bbl NPOAEMOHCTPUPYETE UCKPEHHIOK 3a60Ty 06 KX
peleHnn.



The way you initially interact with a customer can affect his/her perception of you and your
service. Itis important to be warm and friendly to set the right tone.

Remember to smile when introducing yourself or greeting the customer. Maintain

eye contact and a friendly and professional attitude during the conversation. However, be
careful not to intrude on their day or work.

To, KaK Bbl M3Ha4a/lbHO 0bLLAeTeCh C KNIMEHTOM, MOXKET MNOB/IMATL Ha ero BOCNPUATME BaC U
BaLLIMX YCAYT. BaXKHO ObITb TEM/IbIM U APYHKENOOHbIM, YTOObI YCTAaHOBUTb NPaBU/bHbIN TOH.

He 3abbiBaiiTe ynbibaTbCA, NpeacTaBnas cebs Uam NpuBeTCTBYA KAneHTa. Bo Bpems pasrosopa
NOAAEPKMBANTE 3PUTE/bHbIN KOHTAKT U ApyKentobHoe 1 npodeccMoHaibHOe OTHOLLEHME.
OfHaKo byabTe OCTOPOXKHbI, YTOObI HEe BMELIMBATLCA B UX AEHb UM PaboTy.



The second milestone in the customer service life cycle is understanding the
customer's needs and identifying how you can help.

You can do this by:

1. Listening attentively.
2. Asking necessary questions and
3. Speaking in a customer-friendly language.

BTOpOl\/JI BEXOW B KM3HEHHOM unkKkne O6Cf|y)+(l/IBaHl/|F| KINEHTOB ABNAETCA NOHMMaHWNe
I'IOTpe6HOCTeM KIMEHTOB U ornpegeneHne Toro, Kak Bbl MOXXeTe NoMOYb.

Bbl MOXeTe caenaTb 3TO:

1. Cnywato BHMMaTENbHO.
2. 3a4aBaTb HEOHX0AMMble BONPOCHI U
3. [OBOPUTb Ha NOHATHOM A4 KAMEHTa A3bIKeE.



Listening is an extremely important skill. Listen carefully while customers explain the situation. Here are some tips
to improve your listening skills.

Concentrate on the customer

Take a deep breath, clear your mind of other thoughts, and focus on what your customers have to say. They may not
have the time to repeat what they are saying. Always carry some material to jot down thoughts and key information.
Highlight the items on which you must take action.

Wait before responding

Avoid interrupting the customer with your own experiences, ideas, or opinions. Let the customer finish speaking, even
if you know the answer. Listen attentively to your customer and respond accordingly.

Confirm your understanding of the situation

Ensure that you have fully understood what has been said. State again in your own words what the customer has said.
This will ensure that there is no misunderstanding and that no effort or time is wasted.

CnywaHwue - L‘I[Z)e3BI:,vIL‘IT:ll‘/JIHO BaYKHbI HaBbIK. Cnyu_|a|71Te BHMMATE/IbHO, MOKA KANEHTbl 0D BACHAIOT
CUTYyauMto. BOT HECKO/IbKO COBETOB MO Y/1ydlleHM1O BallMX HaBbIKOB NPOC/YLIMBAHMA.

CKOHLEHTPUPYMTECh HA KANEHTE

CaenaiTte rnyboKMIA BOX, OYMCTUTE CBOM Pa3ym OT APYTMX MbICAEM N COCPeaoTOYbTECH Ha TOM, YTO
FOBOPAT BaLlUM KNUEHTbI. Y HUX MOXKET He ObiTb BpeMeHM, YTOObl MOBTOPUTbL TO, YTO OHM FOBOPAT.
Bcerga Hocute ¢ coboit maTepmarn, YTobbl 3anMcaTb MbICIM 1 KNOYEBYO MHbGOPMaLUMto. Bbiaenute
npeameTbl, Had, KOTOPbIMK Bbl A0/XKHbI A4€NCTBOBATb.

MopoxauTe, Npexae Yem OTBETUTb

He mewwaliTe KAMEHTY CBOMM COBCTBEHHbIM OMbITOM, UAEAMM UAN MHEHUAMM. T103BO/bTE KNUEHTY
3aKOHYUTb FOBOPUTL, AAXKe ec/in Bbl 3HaeTe oTeeT. CylwalTe BHUMATE/IbHO CBOEro KAWEHTa U
OTBeYalTe COOTBETCTBEHHO.

MoaTtsepauTe cBOE NOHMMaHWe CUTyaLmm

YbeamnTech, YTO Bbl MOSIHOCTBIO MOHAAM, YTO ObINO CKa3aHO. CHOBA 3asBUTE CBOMMM C/IOBAMM, YTO
CKasan KAMeHT. 3To obecneymT OTCyTCTBUE HEAOMOHUMAHMA U He OyaeT 3aTpaYyeHOo HU YCUANI, HU
BPEMEHM.



Ask questions to get specific and necessary information from your customer. Asking vague and irrelevant questions can slow
the progress of your conversation, and your ability to respond effectively. Questions can be categorized as open-ended
questions, close-ended questions, background questions, or confirmation questions.

Open-ended uestions:

Open-ended questions can help you get detailed information from your customer. These questions usually start with
"What," "How," and "Why." When you ask an open-ended question, customers need to respond with more than just "Yes"
or "No." Example: "Can you please explain the issue you are having with your color printer?"

Closed-ended uestions:

Closed-ended questions are useful when you require a "Yes" or "No" answer. Closed-ended questions allow you to collect very
specific information. They can also help you clarify a customer's needs or expectations and pinpoint the exact issue. Example:
"When you print, do blue images print more purple?"

Confirmation uestions:

Confirmation questions allow you to verify your understanding of the customer's needs. They also let the customer clarify their
requirements or provide more information. The confirmation should be in the form of a question for the customer to respond to.
Example: "So, the printed blue images look more purple than blue? Is there anything else?"

Background uestions:

Background questions help you to know more about your customer and the history of the problem. They can also help you to
evaluate if you are the best person to help the customer, or if the request needs to be transferred to someone else. If the customer
objects to this type of questioning, you should explain why you need this information to help solve their concern. Example: "When
was the last time you calibrated or adjusted the colors on your printer?"

3aaiTe BONPOChI, YTOObI MNONYHUTb KOHKPETHYIO M HEOHBXOAMMYIO MHGOPMALLMIO OT BaLLEro KAMeHTa. 3aZaHne pacnibiB4aThbiX U He
OTHOCALLUMXCA K AeNy BONPOCOB MOXKET 3aMe/IMTb X0/, Balero pasroBopa v Bally cnocobHOCTb 3ddeKTUBHO 0TBEYATb. BONPOChl MOXHO
OTHECTW K KaTEropumn OTKPbITbIX BOMPOCOB, 3aKPbITbIX BONPOCOB, 6a30BbIX BOMNPOCOB UM BOMPOCOB NOATBEPKAEHMA.

OTKpbITble BONPOCHI:

OTKpbITble BONPOCHI MOTYT MOMOYb BaM NOAYYNUTb NOAPOOHYO MHGOPMALMIO OT BALLErO KAMEHTA. OTW BONPOCHI 0O6bIYHO HAYMHAOTCA C
«YTo», «Kak» n «Moyemy». Koraa Bbl 3a/@aeTe OTKPbITbIA BONPOC, KAMEHTbI A0/IXHbI OTBEYATb HE TONbKO «[a» nan «Het». Mpumep: «He
MOrM 6bl Bbl 06bACHUTE NPOBAEMY C UBETHLIM NPUHTEPOM? "

3aKpbITble BONPOCHI:

3aKpbITble BOMPOCHI MONE3HbI, KOrAa Bam TpebyeTca oTeT «[a» uan «HeT». 3akpbiTbie BOMPOCHI NO3BOASAIOT COBUPATb O4EHb KOHKPETHYHO
MHGopMaLMto. OHM TaKXKe MOTyT MOMOYb BaM NPOACHUTL NOTPEBHOCTM MAN OXKUAAHWUA KAMEHTA M TOYHO onpeaenuTs Nnpobnemy.
Mpumep : «Koraa Bbl NeyaTaeTe, CMHME M306paXkeHMA nevaTatoTca 6onee GUONETOBLIMM ?»

MNopaTsepXxaeHMe BONpPOCOB:

Bonpockl 4na noATBepKAEHMA NO3BONAOT NPOBEPUTD BaLLe NOHUMaHWe NoTpebHoCcTeN KnneHTa. OHU TaKKe NO3BONAIOT KAUEHTY
YTOYHUTb CBOM TPeHOoBaHUA AN NPEeLOCTaBUTb LONONHUTENbHYIO MHGOPMaLMIO. ToATBEPKAEHME AOMKHO DBbiTh B OpMe BONpoca, Ha
KOTOPbIN KNMEHT A0/IKEH OTBETUTb. MNpumep: «MTaK, HaneyaTaHHble CMHUE M300paxkeHns BbIrnaaAT 6onee G1MoNeToBbIMMK, YEM CUHME?
EcTb 4TO-HMOYAb ewe?»

McxogHble Bonpocol:

CnpaBoYHble BOMPOCHI MOMOrYT BaM y3HaTb B0/ble 0 BalWem KAUeHTe 1 UcTopum Npobaembl. OHU TaKKe MOryT MOMOYb BaM OLLEHUTb,
ABNAETECH /N Bbl IYYLUMM HYENOBEKOM, KOTOPbIA MOXKET MOMOYb KAMEHTY, UK 3aNpocC A0/IKEH DObiTb NepeaaH KOMy-To elle. Ecnm KnmeHT
BO3PaKAET NPOTMB TAKOTO POAa BOMPOCOB, Bbl A0/IKHbI O6BACHUTL, MOYEMY BaM HY»Ha 3Ta MHOPMaLMA, HTOObI MOMOYb PELLUNTb UX
npobnemy. Mpumep: «Koraa Bbl B NOCNeAHWUIA Pa3 KaAMBPOBaAM UM HAaCTPaMBaAM LBETA Ha BalleM NPUHTepe?»



Communicate positively with your customers. You are more likely to get customer cooperation rather
than an argument or confrontation by speaking positively. The impact of delivering unpleasant news
can also be softened by using positive language.

Always tell your customers what you CAN do for them. AVOID beginning your conversation by telling
them what you CAN'T do. Practice this and try the exercise below.

For each negative response below, think of a more correct positive response and type it in the space
provided under “Your Response.” Then click Submit to compare your answer.

Click Next to move to the next response.

ObuanTecb NONOXKMTENBHO C BalLMMM KNIMEHTaMK. Bbl, CKOpee Bcero, nonyyunTe
COTPYAHMNYECTBO C KIMEHTAaMM, @ He CNOP WAN KOHPPOHTaUMIO, eciv ByaeTe roBOpuTb
NO3UTMBHO. DPDEKT OT AOCTABKM HEMPUATHBIX HOBOCTEM TaKKe MOMKHO CMATYUTb, NCMO/b3YS
MNO3UTMBHbIE BblpaXKEHMA.

Bcera roBopute CBOMM KAneHTam, 4To Bbl MOKETE caenats anda Hux. U3BETAWTE HaunHaTb
Pa3roBoOp, pacckasbiBasd UM, 4To Bbl HE MOXKETE genatb. MpakTUKyMTe 3T0 1 nonpobynte
YNPaXXHEHUE HUXKE.

[Ns Kaxaoro oTpuuaTeNlbHOro OTBETA HMXKE NpuayManTe bonee NpaBuabHbIN
NO/IOXKUTENbHbIM OTBET W BBEAMTE €0 B N0/, NPeAoCTaBNeHHoe B pa3aesne «Balw oTeeT».
3atem Haxkmnte «OTNPaBUTbL», YTOObI CPAaBHMUTbL CBOM OTBET.



Communication problems often arise because of assumptions. We tend to assume that the
customer understands the meaning of the words or jargon we use.

When explaining an issue or solution to a customer, be clear and accurate. Avoid being too
wordy or technical. Use analogies or visual aids when explaining how their unit is functioning
versus how it should perform.

For example, explain how changing and adjusting feed rollers so the paper processes smoothly
through the machine, is like replacing a car's worn tires and getting a front-end alignment so
that the car runs smoothly.

|_|pO6J'IEMbI CO CBA3bKO YAaCTO BO3HUKAKOT N3-3a npegnonomeHMM. Mbl CKNOHHbI NoMaraTe, YTO KAMEHT
NMOHNMaEeT 3Ha4yeHne C/1I0B NJIN XKaProHa, KOTOpPble Mbl NCMNOJIb3YEM.

ObbACHAA KANEHTY Npobaemy Unm pelueHne, byabTe ACHbI U TOYHbI. M36erante CAMLLIKOM
MHOTFOC/IOBHbIX UM TEXHUYECKUX. MICNONb3YyITE aHANOMMM UM HarnaaHble nocobua npu
0ObACHEHMN TOTO, KaK MX YCTPONCTBO PYHKUMOHMPYET U KaK OHO A0/IKHO paboTaTs.

Hanpumep, 06bsAcHUTE, Kak MEHATb M PEryMpoBaTh NoAatoLine PoanKK, 4Tobbl bymara
PaBHOMEPHO NPOXOAMa Yepes MallnHY, 3TO BCE PAaBHO, YTO 3aMEHATb U3HOLIEHHbIE LLNHDbI
aBTOMOOWIA M BbIPaBHMBATb NEPEAHION YacTb, YTOObI MallMHa paboTana naasHo.



The third milestone of the customer service life cycle is completing the transaction.

Fix the issue and keep the customer informed of any delays or interruptions. Withholding
information may only worsen a situation. Empathize with an annoyed customer, but be
careful not to place blame on anyone else while doing so.

Check to ensure that you have done the job well, and according to the customer’s
requirement. Ask the customer if they have a moment to test the repaired equipment.
Ensure that there are no loose ends and inform the customer of the status.

TpETbl/II\/\ 3TaNoOM XMU3HEHHOIO UMKANa O6C}'Iy)+<l/IBaHl/IFI KIMEHTOB ABNAETCA 3aBepLUeEHNE
TPAH3aKUMMN.

YcTpaHuTe npobaemy n AepKute KnmeHTa MHGOPMMUPOBAHHBIM O II0ObLIX 3aA4ePXKKaX UK
nepebosnax. YaepKaHne MHPopmMaLMmM MOXKET TONbKO YXYAWNTb cuTyaumio. CodyBCcTByTE
Pa3apaXKeHHOMY K/MEHTY, HO Oy/ibTe OCTOPOXHbI, YTOObI MPU 3TOM HUKOIO He 0BBMHATD.

Y6eantecn, YTo Bbl BbIMOJHUAN CBOKO PAabOTy XOPOLIO U B COOTBETCTBMMU C TpeboBaHUAMM
3aKa3umka. CNpocuTe KANEHTa, eCTb /I Y HEFO MOMEHT, YTOObI MPOBEPUTb OTPEMOHTMPOBAHHOE
obopyaoBaHue. Yoeamtech, YTO HET CBOBOAHbIX KOHLLOB 1 COODLLMTE KAMEHTY O CTaTyce.



The last milestone of the customer service life cycle is thanking the customer and following-up.
Always remember to close the service call in a professional manner. Thank the customer for giving
you his or her time.

Ask if there is anything else that you can do. Taking the time to ask the question often strengthens
the bond between you and the customer.

Go the extra step by following up on the service you provided. Contact the customer, later that day
or the next, to make certain that everything is functioning as it should and that the customer is
satisfied.

MocneaHss Bexa B }KM3HEHHOM LMKAE 0OCNYKMBAHUA KAMEHTOB - 3TO 6/1aro4apHOCTb U
nocnenytouime aencTens. Beceraa He 3abbiBaiTe 3aKpblBaTb CEPBUCHbIN 3BOHOK
npodeccmoHanbHo. CnacMbo KANEHTY 3a TO, YTO OH YA/ BaM BPEMS.

CnpocuTe, ecTb 1 ‘-ITO-Hl/l6y,£I,b elle, YTo Bbl MOXKeTe caenaThb. [loTepa BpemeHy, 4TOOBI
3a4aTb BOMPOC, YaCTO YKPENJIAET CBA3b MeXdy BaMN N KZTUEHTOM.

CaenaiTe AONONHUTENbHbIN War, caeada 3a NpeaoCcTaBNeHHON BaMu yCayroin. CBAKMUTECH
C KNMEHTOM NOo34Hee B TOT XKe AeHb UK Ha CAeayoWwnin, 4yTobbl ybeamnTses, 4To Bce
paboTaeT J0MKHbIM 06Pa30M M YTO KAUEHT Y/A0BAETBOPEH.



In summary, the stages of the customer service life cycle are:

. Smile and greet

. Listen and question
. Fix and check, and

. Thank and offer help

These stages will ensure customer satisfaction.

Takm o6pa30M, 3Talbl XU3HEHHOIO UMKAA O6Cf|y>+(l/lBaHl/IFI KINEHTOB:

* yNblOATLCA M NPUBETCTBOBATb

e CnywanTe v 3a4aBalTe BONPOCHI

* CNPaBUTb M NPOBEPUTD, U

e Cnacmbo 1 NpeanoXmnTb NOMOLLb

3Tn aTanbl obecneyaT yA0BNETBOPEHMNE KNMEHTA.



Most people think of communication being made up of just words. But, this is not the case. Non-verbal communication —
gestures, facial expressions, and voice tone can influence the intended meaning of a message. The most difficult part
about managing our non-verbal communication is being aware of it, often we are not.

Facial Expressions

There is nothing like a smile and a pleasant face to greet a customer. Facial expressions set a positive tone even before you
begin speaking.

Tone of Voice

Your tone of voice conveys friendliness. It's not only what you say. it's also how you say it. A flat tone indicates lack of
interest whereas a well modulated tone indicates enthusiasm.

Posture

Let the customers know that you are interested and focused on them by adopting a positive posture such as leaning forward,
facing the customer, and nodding occasionally while listening.

Handshakes and Hand Gestures

Shake hands in a firm and professional manner. A firm handshake communicates your level of confidence. Use respectful
hand gestures while speaking to emphasize the meaning of your statements.

BoNbWMHCTBO NtoAen AyMatoT, Y4TO 0bLLeHMEe COCTOUT TObKO 13 €10B. Ho 3TO He TaKk. HesepbanbHoe obuieHue -
YeCTbl, BbIPaXKeHMA 1L M TOH r010Ca MOTYT BAMATL Ha CMbIC coobuieHmA. Camoe CNOXKHOE B YyNPaBAeHWM HALWMM
HeBepbanbHbIM 0bLLEHMEM - 3TO 0CO3HATb 3TO, YACTO 3TO He TaK.

BbipaxkeHua nunua

HeT H1uero nyywe, Yem yabibKa 1 NPUATHOE NKLLO, HTODbI MONPUBETCTBOBATL KAMEHTA. BbiparkeHna anua 3aaatoT
MO3UTUBHbIN TOH AaXKe 40 TOro, Kak Bbl HAYMHAETE FOBOPMUTD.

ToH ronoca

Baww TOH ronoca nepegaet apyxentobue. IT0 He TONbKO TO, YTO Bbl FOBOPUTE. 3TO TaK¥Ke, KaK Bbl FOBOPUTE 3TO.
[NOCKMIN TOH yKa3blBaeT Ha OTCYTCTBME MHTEPECa, TOrAa Kak XOPOLIO MOAYAMPOBAHHbIM TOH YKa3blBaeT Ha
3HTY3Ma3M.

OcaHKa

CoobwuTe KAMeHTam, YTO Bbl 3aUHTEPECOBAHbI, M COCPEAOTOUYUTECH HA HMX, MPUHAB MO3UTUBHYHO MO3ULMIO,
Hanpumep, HaKNOHMBLLKCE BMepes, IMLOM K KANEHTY M MHOTAA KMBaA BO BPeMA NPOCYLWNBAHMUA.

PykonoxaTtua 1 XecTbl pyK

MoXXMUTe Apyr APYry PYKM Kpenko 1 npodeccmoHanbHo. TBepaoe pyKonoxKaTne coobuaeT Ball ypOBEHb
yBepeHHOCTWN. Bo Bpemsa pa3roBopa MCNOb3yMNTe YBaXKMTeNbHbIE XKeCTbl, 4TOObl NOAYEPKHYTb 3HAaYEHWE BaLLMX
BbICKa3bIBaHWM.



You have completed this chapter. As you move forward, keep in mind the following points:
» The customer service life cycle comprises four milestones:

. Establishing a professional relationship

. Identifying how you can help the customer
. Completing the transaction and

. Thanking the customer and following-up

» Be aware of your non-verbal communication. It plays an important role in your interaction with
customers.

Bbl 3aBeplwnIM 3Ty rnasy. 10 mepe NpoABUNKEHMA Bneped UMenTe B BUAY CAeAyolMe MOMEHTbI:

o M3HEHHbIM UMK 0OCNYKUBAHMA KTMEHTOB COCTOUT M3 YeTbIpeX 3Tanos:

e YcTaHoBneHMe NpodeccnoHanbHbIX OTHOLLEHNA

e OnpeneneHune TOro, Kak Bbl MOXKETE MOMOYb KIUEHTY

e 3aBeplieHMe TPaH3aKLuUn U1

e bnarogapHOCTb KAMEHTA M nocneaytolime AencTBums
* byabTe B Kypce Ballero HesepbaibHOro 0b6LUEHNA. ITO UTPAET BaXKHYHO PO/b B BalLeM
B3aMMOAENCTBUM C KNMEHTAMMU.
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Welcome to Chapter Two — Building Customer Relationships. In Chapter One, we learned the importance of responding
appropriately to customer requirements and following the customer satisfaction milestones to establish a professional
relationship. This chapter goes further into building customer relationships and going beyond customer satisfaction.

After completing this chapter, you will be able to:
. List the benefits of developing customer relationships.
. List the steps to encourage customer loyalty.

[106po noXkanoBaTb BO BTOPYHO rN1aBy - MOCTPOEHME OTHOLWEHWIM C KAMEHTaMKW. B nepBOi rnaBe Mol
y3Ha/M O BaXKHOCTWU HaZ/1eXKallero pearmpoBaHma Ha TPeboBaHUA KAMEHTOB M NPOXOXKAEHWA 3TaMNoB
YZI0BNETBOPEHHOCTW KNIMEHTOB A5 YCTAHOBAEHMA NPOPECCMOHANbHBIX OTHOLWEHWI. ITa rnNaBa
NOCBALLEHA NOCTPOEHMIO OTHOLIEHWI C KIMEHTAMM U BbIXOAMT 33 PAMKM YA0BNETBOPEHMA KNTNEHTOB.

[ocne 3aBeplieHna 3TOW rNaBbl Bbl CMOXKETE:

L4 Hepeqmcnme npemmyLlectsa pa3BnTnA OTHOLLEHWM C KAMEHTAMMU.
L4 Hepeqmcnme warn gna noouwpeHma n1o0A1bHOCTUN KNTNEHTOB.
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In the previous chapter, we crossed the four milestones that lead to customer satisfaction. However,
achieving customer satisfaction is not enough because it seeks only to meet customer expectations
and avoid disappointment.

As a service technician, it is in your benefit to not stop at customer satisfaction, but to work towards
developing a healthy customer relationship, and striving to exceed customer expectations.

B I'Ipe,ﬂ,bl,ﬂ,yLLI,el\/Jl rnaBe Mbl nNepecerknn YeTbolpe BeXN, KOTOPblEe BEAYT K YAO0B/IETBOPEHHOCTU
KNIMEHTOB. Tem He MeHee, 0CTUXKEHME YA0BNETBOPEHHOCTU KIMEHTOB HEOCTaTOYHO, NOCKO/IbKY
OHO CTPEMMUTCA TOJ/IbKO COOTBETCTBOBATbL OXKMNAAHNAM K/IMEHTOB U n3bexaTtb pa3oqapOBaHM17|.

Kak cneuyannct no O6Cf|y>+<I/IBaHl/II-O, BaM BbIrOHO HE OCTaHaB/IMBATbCA HA yAOBNETBOPEHHOCTU
K/IMEHTOB, a CTPEMNTLCA K Pa3BUTUHO 340POBbIX OTHOLWIEHMI C KAMEHTAMM U CTPEMUTBLCA
ﬂpeBSOVITl/I NX OXKNOAHUNA.



Developing customer relationships can benefit you because:

You will gain trust and respect from your customers.
You will be more comfortable talking to customers and anticipating their needs.

Customers will be more understanding, forgiving, and tolerant; making it easier for you to
communicate unpleasant news.

Customers will be more likely to cooperate with you when trying to resolve an issue.

Pa3BUTME OTHOLIEHWN C KAMEHTAMMU MOXKET NPNHECTM BaM MOJb3y, MOTOMY YTO:

Bbl nonyynTe gosepune n yBaxXeHne co CTOpOHbl CBOUX KIMEHTOB.
Bam 6y,£|,eT yﬂ,06Hee pa3roBapmBaTb C KIMEHTaMU KN NpeayragbiBatb NX I'IOTp€6HOCTl/I.

KnveHTtbl ByayT 601ee NOHMMAOWMMK, MPOLWALWUMM U TEPAUMbIMK; YTOOLI Bam Bblao nerye
coobLaTh HENPUATHbLIE HOBOCTY.

KnueHTbl ¢ 6onbluein BePOATHOCTbIO ByayT COTPYAHMYATL C BAMMW NMPM MNOMbITKE PewnTb
npobnemy.



Building a customer relationship will also help you gain customer loyalty. A loyal customer will
support and trust you regardless of the situation. You can work towards gaining customer loyalty
by:

. Providing Consistent Service
. Involving the Customer and
. Taking Initiative

|_|OCTpO€Hl/Ie OTHOLLEHUI C KNIMEHTAMM TaKKe MOMOKET BaM 3aBOEBATb JIOAbHOCTb
KAMEHTOB. [TOCTOAHHbIN KNNEHT 6y,£|,eT noaaepxmnBaTb N JOBEPATb BaM HE3ABUCMMO OT
CcuTyaunn. Bbl moXeTe pa6OTaTb Ha/[ 3aBoeBaHMEM TOANNbHOCTU KNTIMEHTOB!

e ObecneyeHme cornacoBaHHoOro obcnyKmBaHms
e BoBsieueHmne KnmeHta u
e /lHMUMaTMBA

The following pages will explain each step in detail.



You should provide consistent service and fulfill all commitments to ensure repeated customer satisfaction. By doing
this you will add exceptional value to the service you provide, and customers will be happy knowing that they received
their "money's worth" from their interaction with you.

Service Technician: Sir, | have fixed the color printer. | had to calibrate it because the colors needed to be adjusted. Is
there something else | can do for you?

Customer: Is this calibration something | can do?
Service Technician: Yes, it is like adjusting the color on your television set. Would you like me to show you?
Customer: Yes, that would be nice.

Click through the scenario below.

Bbl 4O/ KHbI obecneymBaTb NOCTOAHHOE O6Cf|y)+(l/IBaHI/|e M BbIMO/HATbL BCE O6H3aTe}'IbCTBa, 4YTOObI
obecneynTb NOBTOPHOE YA0BNETBOPEHME KIMeHTa. [lenas 370, Bbl ,£1106aBl/ITe NCKNHOYNTENTbHYHO
LEeHHOCTb K NpeaoCTaBaAEMbIM BaMW YCyIram, U KJIMEHTbI 6yp,yT CY4aCT/InBbI, Y3HAB, 4HTO OHU
nosy4ynam CBOKO «UEHHOCTb AeHer» oT B3aI/IN\O,D,El\/JICTBI/IF| C BamMWu.

TexHWK no obcnyxunsaHuio: Cap, A yCTaHOBUA UBETHOM NPUHTEP. A A0KeH bbla 0TKaAnMbpoBaTh
3TO, NOTOMY YTO LIBETA A0/IKHbI OblM ObITb CKOPPEKTMPOBAHLI. ECTb YTO-TO €eLlg, YTO A Mory
caenaTb Ans Bac?

3akKkasumK: A mory caenatb 3Ty KaAMbpPOBKy?

TexHWK No obcnyKMBaHMIO: [1a, 3TO NOXOXKe Ha HAaCTPOWKY LBETA Ha Ballem Tenesmnsope. Bbi
XOTUTE, YTOObI S MOKa3an Bam?

KnueHT: [la, 310 661710 HbI XOPOLLO.



Keep the customer informed and ask for feedback. It's the only way you will know what you are doing right and what
you could do better.

Finding out what your customer expects is critical in building a strong relationship. To learn about your customer's
expectations, listen for the "I wish..." statements such as, "l wish | could do this myself," or "I wish | didn't have to
manually staple these documents." These statements will tell you what your customer is expecting so you can meet
and exceed their expectations.

Service Technician: Do you have any suggestions for us?

Customer: | wish you had an online site for troubleshooting.

Service Technician: Sir, we have started migrating key troubleshooting problems to the web to help customers check
the website first for solutions before contacting us.

Customer: Really. That'll be very helpful.

[lepxunTe KIneHTa B Kypce 1 cnpammsame OT3blIBbl. ITO eﬂ,VIHCTBeHHbIVI cnocob Y3HaTb, YTO Bbl
AdenaeTe npaBnibHO M 4YTO Bbl MOXKeTe CAeNaTb AydLle.

BblACHEHME TOr0, YTO OXKMAAET Balll KNMEHT, MMEET peLlatolee 3Ha4YeHMe A1A MOCTPOEHMA MPOYHbIX
OTHOLWEHMN. YTODObI y3HATb 06 OXKMAAHWUAX BALLErO KNMEHTA, BbIC/AYLLANTE 3aABNEHNA «fA Xouy ...»,
TaKuMe Kak «fl xoTten Obl caenaTb 3To cam» UK «f xoTen Hbl, YTOObl MHE HE NPUXOAMIOCH BPYUHYHO
CLUMBATb 3TW JLOKYMEHTbI». DTN 3aABNEHNA CKAXKYT BaM, YEro OXMAAET Balll KMEHT, YTOObI Bbl MOTN
onpasAaTb M NPEB30MTU UX OXKMUOAHMA.

CepBUCHbIN TEXHUK: ECTb 11 y BaC KakMe-1nmbo NpeanoXKeHuns Ana Hac?
KnneHTt: A 6bi xoTen, 4yTobbl y Bac HblN CalT ANA YyCTPAHEHWA HENONAAO0K

TexHuueckuit cneumanmct: Cap, Mbl Ha4a M NEPEHOCUTb K/toYeBble NPOHAEMbI C yCTPAaHEHNEM
HenonaaoK B MIHTepHET, YTobbl NMOMOYb KAMEHTAM CHavana NPOBEPUTbL CAMT Ha HA/IMUYMNE peLLeHU,
npexze Yem CBA3bIBATbCA C HAMM.

3aKasumK: 4eNCcTBUTENbHO. ITO ByAeT oYeHb NONEe3HO.
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Customers respond more positively when they know you are doing all you can to solve their problem. Stay
updated and offer your customers what they need before they know they need it. Your customers want to know
that you have their best interest at heart.

Service Technician: | am done with the preventative maintenance on your printer.

Customer: Great, thank you.

Service Technician: You're welcome. | thought you would like to know that shortly you will be getting a notice
stating the parts and supplies for your machine will soon become obsolete, and maintenance contracts will not be
renewed. This may be a good time for you to upgrade your machine. Would you like me to send a sales rep to
speak to you?

Customer: Yes, thank you for letting me know in advance.

KnneHTbl pearmpytoT bonee No3MTUBHO, KOrAa OHM 3HAIOT, YTO Bbl Ae/1aeTe BCE BO3MOMKHOE,
4yTOObI PeLmnTb X Npobaemy. byabTe B Kypce M npeanarante CBOMM KAMEHTAM TO, YTO MM HYXKHO,
npexae Yem OHM Y3HAIOT, YTO MM 3TO HYXKHO. Balliv KAMEHTbI XOTAT 3HATb, YTO Y BAC €CTb WX
NHTepechl B rNybuHe ayLwin.

TexHuK no obcayxusaHuio: A caenan npodunakTnyeckoe obCNyKMBaAHME Ha BalleM NPUHTepE.
3akasuuk: OTn4Ho, cnacunbo.

CepBUCHbIN TEXHUK: MoXKanyncTa. A noayman, 4To Bbl XOTeNM Dbl 3HaTb, YTO B HAMKaNLLEE BPEMS
Bbl MOY4YNTE YBEAOMIEHME O TOM, YTO 3aNYaCTM M PAcXoAHble MaTepuasbl AN Balle MallnHb
CKOPO YCTaPEOT, M KOHTPAKTbl Ha TEXHUYECKOe 0OCNyKMBaHWE He ByayT NPOA/ieHbl. ITO MOXET
ObITb XOPOLLIMM BpEMEHEM A58 OOHOBIEHMA BaALLEM MaLlIUHbI. Bbl XOTUTE, 4TOObI A NOCNan
TOProBOro NpeacTaBuTens, YTobbl MOroBOPUTL C BAMM?

KnuneHT: [1a, cnacmbo, 4To coobimnm mHe 3apaHee.
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Going beyond customer satisfaction and developing long-term relationships leads to customers who are loyal and
who trust the service you provide. Here are some tips that will help you to meet and exceed customer requirements
consistently.

Be punctual.

Present yourself in a professional manner.

Know your products and utilize the tools and resources efficiently.

Listen attentively and empathize with customers.

Anticipate customer needs.

Keep the customer involved.

ok wn =

Bbixo 3a npeaensl yA0BNETBOPEHHOCTM KAMEHTOB M PA3BUTME A0NTOCPOYHBIX OTHOLLIEHWN
NPMBOAMUT K TOMY, YTO KAMEHTbI OCTAOTCA NI0AIbHBIMM U AOBEPAIOT NPEA0CTaBNEHHbIM BaMu
ycayram. BOoT HECKO/IbKO COBETOB, KOTOPbIE MOMOTYT BaM NOCTOAHHO COOTBETCTBOBATL U
npeBocxoAnTb TpeboBaHWA KANEHTOB.

1. byabTe nyHKTyaibHbI.

2. MNpepacTaBbTe ceba NnpodpeccnoHasibHO.

3. 3HalTe cBOM NPOAYKTbI M 3PPEKTUBHO UCMOJb3YNTE MHCTPYMEHTLI U PECYPCHI.
4. CnywanTte BHUMATE/IbHO M CONepexnBanTe KAMeHTaM.

5. MpepsunaeTtb NOTPebHOCTU KANEHTOB.

6. [lepute KNneHTa BOBJEYEHHbIM.



You have completed this module. As you move forward, keep in mind the following points:

. Achieving customer satisfaction consistently is the first step in building long-term
relationships with customers.
. As a service technician, you should aim at exceeding customer expectations, delighting

your customers, and gaining their loyalty.

Bbl 3aBepwnAM 3TOT MoAayAb. [10 Mepe NpoABUKEHUA BNepes MMelTe B BUAY Caeayroline

MOMEHTbI:

* [locTOAHHOE YAOOB/IETBOPEHNE I'IOTpE6HOCTel\/JI KINEHTOB ABNAETCA NEPBbIM LLIATOM B
MOCTPOEHUN OOSTOCPOYHbIX OTHOLEHUIN C KNNEHTAMM.

e Kak cneunanunct no O6C}'Iy)HMBaHl/HO, Bbl AOJTXXHbl CTPEMNTLCA I'IpEBSOlZTl/I OXMAaHNA
K/IMEHTOB, PadoBaTb CBONX KTIMEHTOB M 3aBOEBbLIBATb UX JTOA/IbBHOCTb.
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Module Three explores the mindset of upset customers, lists techniques to deal with such
customers, and demonstrates how to avoid getting customers upset. This module is
divided into three chapters.

. Chapter One — Understanding Upset Customers
. Chapter Two — Serving Upset Customers
. Chapter Three — Reducing Customer Service Stress

B TpeTbem moayne nccnenyeTca mMbllIEHNE PACCTPOEHHbIX KAMEHTOB, NEPEYNCAAOTCA METOAbI
PaboTbl C TAKUMWN KANEHTAMM M AIEMOHCTPUPYETCA, KaK M3bexaTb pacCcTpamBaHMA KAMEHTOB. ITOT
MOZY /b Pa3feNieH Ha TP r1asbl.

e [naBa nepsad - [lOHMMaHME PaCCTPOEHHbIX KIMEHTOB

e [naBa BTOpasa - Ob6CNYKMBAHME PACCTPOEHHbIX KIMEHTOB

e [NaBa TpeTbs - YMeHbLUeHMe cTpecca 00CNyKMBaAHMA KIMEHTOB
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After completing this chapter, you will be able to:

. Differentiate between difficult and upset customers.
. List the reasons that upset customers.
. Identify key aspects of nonverbal communication that affect customer behavior.

Mocne 3aBepLIeHMA 3TOM rN1aBbl Bbl CMOMKETE:
e PasnmyaTh TPYAHbIX M PACCTPOEHHbIX KTUMEHTOB.
e [lepeyncnmTe NpUUYNHbLI, KOTOPbIE PACCTPANBAIOT K/IMEHTOB.

e OnpeaennTtb KNOYEBbIE acneKkTbl HeBepbHabHOro 0OLEHNS, KOTOPbIE BAUAIOT Ha
noseAeHne KAneHTa.
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Customers are of different types — most are reasonable, some are difficult, and some upset. While it
is easy to work with customers you like, sooner or later, you will have to deal with customers who
are difficult or upset.

Being able to differentiate between different customer types will help you to deal with each type of
customer more effectively.

It will also help you to maintain professionalism under pressure, develop mental strategies to remain
calm, and successfully use verbal and nonverbal communication to control customer interactions.

KnneHTbl bbiBatOT Pa3HbIX TUMOB - HO/bLIMHCTBO N3 HUX pa3yMHble, HEKOTOPbIE TPYAHbIE, a
HEKOTOpPblE PAaCCTPOEHDLI. XOTA nerko pa6OTaTb C NOHPaBMBWMMNCA BAM KNIMEHTAMMU, PAHO NN
no3aHoO BaM NnpmaetTca MMeTb 4eN10 C TPYAHbIMWN NN PACCTPOEHHBIMN KIMEHTAMMN.

BO3MOKHOCTb pa3/inyaTh pasHble TUMbl KAMEHTOB NMOMOXKET BaM 3dPeKkTnBHee paboTaTb C
KaXKAbIM TUNOM K/IMEHTOB.

ITO TaKXKe NOMOKET BaM NoAAepKMBaTb NpodpeccnoHann3m nog gasaeHmem, paspabaTbiBaTb
YMCTBEHHbIE CTpaTernn, YTobbl COXPaHATb CMOKOMCTBUE, M YCMELWHO NCNO/b30BaThb
BepbanbHoe 1 HesepbanbHOe obLEeHME AN KOHTPOIA B3aMMOAEMNCTBMA C KAMEHTAMM.



Let's take a look at two common customer interactions — a difficult customer and an upset customer.
[aBainTe paccMOTpMM ABa 0OLINX B3aMMOAENCTBMA C KIMEHTAMM: CIOMKHbINA KAMEHT M PACCTPOEHHbIN KANEHT.

Difficult Customer

Chris: Good afternoon Mr. Smith. My name is Chris. What seems to be the problem with your printer?
Mr. Smith: Are you the service guy?

Chris: Yes sir, | am.

Mr. Smith: The printer won’t work. It’s useless! | don’t know why | bought it in the first place!

Chris: Let me take a look at the printer please.

Mr. Smith: Why do you want to take a look at it?! | asked for a replacement. | hope you’ve got it.
Chris: Sir, | need to take a look at the printer first to determine what the problem might be.

Mr. Smith: There’s no point. | have already taken a look. | just want it replaced.

Chris: Sir, | need to examine the machine first. It may not be necessary to replace it.

Mr. Smith: | am telling you there’s no point. And, | don’t want it fixed. | want it replaced. | want to talk to your
manager.

Chris: | understand your frustration sir ...

Mr. Smith: Don’t patronize me! | want to speak to your manager now!

CNOXKHbIM KNNEHT

Kpuc: Lobpbit aeHb, mmuctep CMmuT. MeHa 308yT Kpuc. B yem npobaema ¢ BalMm NpuHTEPOM?

Muctep CMUT: Bbl cayKalmin?

Kpuc: [a, cap.

Mwuctep CMUT: NnpuHTep He paboTaeT. 370 becnonesHo! A He 3HatD, NoYemMy A Kynua 3TO BO-NepBbix!

Kpuc: Mo3BoabTe MHE B3rIAHYTb Ha MPUHTEP, NOXKANYIMCTa.

Muctep CMmuT: MNodemy Bbl XOTUTE B3rNAHYTb Ha 3T0 ?! A nonpocua 3ameHy. A HaaekCb, YTO Bbl MOAYYMUAM ITO.
Kpuc: Cap, MHe HY»KHO CHa4ana B3rAHYTb Ha MPUHTEP, YTOObI onpeaennTb, B Hem npobaema.

Muctep CMUT: HeT cmbicia. A yxke nocmoTpen. i NpocTo Xouy, YTobbl 3TO 3aMeHUN.

Kpuc: Cap, MHe HY»KHO CHa4ana OCMOTPeTb MaLUMHY. BO3MOXKHO, HET HEOBXOAMMOCTH 3aMEHUTb ero.

Muctep CMUT: A roBOPIO BaM, HYTO HET HMKAKOro cMbIcaa. M a He xody, 4Tobbl 3TO BblN0 McnpasaeHo. A Xo4y 3To
3aMEeHUTL. f XO4y NOrOBOPUTD C BALLMM MEHEOKEPOM.

Kpuc: A noHnmato Balwe pa3oyapoBaHue, cap ...

Muctep CMUT: He oneKanTe meHa! A xo4y NOroBOpMTb C BalWMM MeHeaKepom cenyac!



Upset Customer

Jack: Good morning Mr. Davis. | am Jack. What seems to be the problem with your printer?

Mr. Davis: It just will not print. | have tried everything, but it just won’t print!

Jack: | understand sir. Please let me take a look at the machine.

Mr. Davis: It's extremely frustrating. A new machine that won't work! I mean ... | have a business to run here!

Jack: Let me see what | can do to fix the problem sir.

Mr. Davis: This is not what | expect from you guys! Anyway ... at least you are here on time ... go ahead and take a
look.

Jack: Thank you sir.

Mr. Davis: Well?

Jack: There seems to be a problem with the power cable. I'll replace it immediately and get this one checked. |
suggest, to be on the safe side, you get the power point checked too.

Mr. Davis: Alright, I'll do that.

Jack: | have checked the printer and it is working now. Why don’t you try to send a print job before | leave to be sure.
| have your number and will call you as soon as we have tested this cable. Is there anything else | can help you with?
Mr. Davis: That'll be all. Thanks.

PaccTpOeHHbIN KNUEHT

Oxxek: Jobpoe yTpo, muctep dasuc. A Jxek. B yem npobiema ¢ BalLMm NPUHTEPOM?

Muctep [3Buc: 310 npocTo He byaeT nevaTaTb. A nepenpoboBan BCe, HO OH NPOCTO He neyaTaeT!

xek: A noHnmato, cap. Noxkanyicra, AalnTe MHe B3rAAHYTb Ha MaLlUWHY.

Muctep [13BK1C: 370 O4eHb paccTpamBaeT. HoBas mallnHa, KoTopas He byaeT paboTaTb! i Mmeto B BUAY ... Y
MeHs ecTb busHec, 4Tobbl beXkaTb 34ech!

[xekK: [lainTe MHe NOCMOTPETb, YTO A MOTY CAeNaTb, YTobbl pewnTb Npobaemy, cap.

Muctep [13BK1C: 3TO He TOo, Yero s 0xKmaato oT Bac, pebATtal Bo BCAKOM ciyyae ... No KpallHel Mepe, Bbl 34eCb
BOBPEMSA ... UATN BNeped U NOCMOTPET.

[xek: Cnacnbo, cap.

Mwuctep [sBuc: Xopowo?

[xek: Kaxketca, npobnema c kabenem nuTaHus. A HemeaNeHHO 3aMeHI0 ero U Nposepto. A npeanarato, YTobbI
ObITb B 6@30MaCHOCTY, Bbl TaKKe MPOBEPUIM TOUKY MUTAHKS.

Mwuctep [asuc: Xopowo, A caenato 37o.

[xekK: A npoBepun NpMHTEP, M OH paboTaeT ceiyac. MNoyemy H6bl Bam He nonpoboBaTb OTNPaBUTL 3aA4aHNe Ha
neyatb, Npexkae Yem A yeay, ytobbl ObITb YBEPEHHbIM. Y MEeHA eCTb Balll HOMEP, U A Mepe3BOHI0 BaM, KakK
TOJIbKO Mbl MPOBEPUM 3TOT Kabenb. Mory in A Bam Yem-H1Mbyab NOMOYb?

Mwuctep [asuc: 310 BCce. braroaapto.



Upset customers are generally reasonable. They get upset and become challenging either due to
certain circumstances or when they have been wronged. They complain when they are angry about
something you or your company did.

Unlike upset customers, difficult customers are difficult on a regular basis. They are fault-finders,
complainers, picky, and need attention on a constant basis. They prove to be difficult for everyone
during most interactions.

PaccTpoeHHble KNMeHTbl, KaK MpaBuao, pasymMHbl. OHM pacCcTpamnBatoTCA M CTAHOBATCA
CNOXHbIMWN N3-3a ONpeaeneHHbIX 00CTOATENLCTB MK KOrga oHun 66111 06MKEHbI. OHM
KANYHOTCA, KOrda 3/1ATCA Ha TO, YTO CAEeNal Tbl MM TBOA KOMMaHUA.

B oT/iM4Me OT PacCTPOEHHbIX KAMEHTOB, CIOXKHbIE KIMEHTbI ABAAKOTCA CAOKHbIMM Ha
perynapHon ocHose. OHM MLLYT OWKOKMK, KaNyoTCa, NPUAMPUYMBLI U TPEDYIOT NOCTOAHHOTO
BHMUMaHMA. OHM OKa3bIBAOTCA TPYAHbLIMM 414 BCEX BO BpemaA 6ONbLIMHCTBA
B3aMMOAENCTBUN.



Customers generally get upset when their expectation of a specific product or service is not met.
Since customers’ expectations are based on their perception, they may become dissatisfied even
when you do not see a problem.

When dealing with upset customers, it is always helpful to see their point of view and determine the
reasons that caused them to get upset.

Think with their brains, not yours.

KnneHTbl 0Obl4HO PaCCTpanmBakoTCA, KOrga nx oxxXmnaaHma OT KOHKPEeTHOro npoAayKTa min
YCNYTY HEe ONpaBAblBatoTCA. [TOCKObKY OXMAAHMA KIMEHTOB OCHOBAHbI HA UX BOCMPUATUM,
OHW MOTYT CTaTb HEA0BOJ/IbHbIMW, Aa*e eC/1N Bbl HE BUAUNTE I'IpO6J'IeN\bI.

Koraa nmeelwb A4eno C pacCTPOEHHbIMU KIMEHTaMM, BCeraa nosie3Ho BUAETb MX TOYKY
3peHNA N onpenenaTtb NPUYNHbLI, KOTOPbIE 3aCTaBU/IM NX PAaCCTPanNBaTbCA.

[ymait nx Mmo3rom, a He CBOMM.



Why do customers get upset? Well, customers get upset for a number of reasons. Click each reason below
for an explanation.

Expectations

The customer may have been promised something by you or someone else in the organization that was not
delivered Be sensitive to customer needs and avoid disappointing them Never create an expectation that you
cannot meet, or promise something that you cannot deliver.

Indifferent Behavior

You or someone else in the organization may have been rude, indifferent, or discourteous to the customer Many
times discourtesy is unintentional. Think before you speak, be aware of your nonverbal behavior, and treat the
customer with respect.

Incorrect Information

Customers tend to get upset, impatient, and intolerable when provided with incorrect information. Always strive
to provide accurate information to customers by keeping up-to-date about your company and its products, and
communicating clearly with internal customers.

Personal Issues

The customer may already be upset with someone or something else. He/she may be tired, stressed, or
frustrated. The customer may have formed false prejudices against you. Avoid internalizing such reactions.
Approach each customer interaction with an open mind, a calm manner, and with honesty.

Attitude
The customer may also react to a sarcastic or uncaring reply Ensure that your every interaction with a customer
is thoroughly professional.

Not Listened To

Customers get very upset if they feel that they were not listened to or had to repeat themselves_ Customers like
to be taken seriously and it is your responsibility to ensure that they are given your time and patience, when they
are talking_

Integrity Questioned
Customers are very likely to react and get upset if their integrity or honesty is questioned, or if they reel that they
are being blamed. Treat customers with dignity and always give them the benefit or the doubt

Follow-up

This is a common reason for customers to get upset It may range from calls not being returned to not being on
time for appointed visits. Customers appreciate knowing that you have not forgotten them and are doing your
best to serve them. Af.Nays follow-up with the information or service promised to customers.

Last Option

A customer who has tried every other means available may feel that the only way to get his/her problem solved
is by getting aggressive_ A customer reaches this stage after he/she has exhausted all reserves of patience and
tolerance. It is your responsibility to ensure that the customer does not reach this stage. Use the proper
escalation process to help you prevent this from happening.
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I'quelv\y KTMEHTbI paCCTpal/IBaI-OTCFI? Hy, K/IMEHTbLI PaCCTPanBakOTCA MO pAAY NMPUYNH. Ha*kmute Ha
KaXXaAyto Npn4mnHy HxKe OnA 0b6bACHEeHUS.

OXWOAHUA

KAMEHT nan KTo-To ApYroi B opraHnsaLm, BOSMOXKHO, NOOHELLaNN KIUEHTY YTO-TO He
[OCTaB/NeHHOoe. byabTe YyTKM K NOTPEBHOCTAM KMEHTa U He pa3o4apoBbiBaliTe ux. HMKoraa He
CO3/aBaiTe OXKMAAHWNIN, KOTOPbIE Bbl HE MOXKETE BbIMOAHUTb, AN 0bellainTe To, YTO Bbl He
MOXKeTe A0CTaBMUTb.

bespasnnyHoe noseaeHue

Bbl M KTO-N11MbO ApYyron B opraHmM3aumm moram bbiTb rpybbiMn, paBHOAYLWHbLIMM MK
HEBEMK/IMBLIMM MO OTHOLLEHUIO K KANMEHTY. MHOTO pa3 HEBEK/IMBOCTb HeyMblLeHa. [pexae yem
roBOPMUTb, NOAYMalnTe, 0CO3HaNTe cBoe HeBepbaibHOE NoBeAEeHME U OTHOCUTECH K KINEHTY C
yBaXKEHNEM.

HesepHas nHpopmauua

KNMEeHTbI, Kak NpaBunio, paccTpamBatoTCA, HETePneamBbl U HETEPNUMbI, KOrAa UM NPeaoCTaBAAoT
HeBepHY MHPopMaLMIo. Bceraa ctpemmutecs NpeaocTaBanTb TOUHYIO MHOOPMALMIO KAMEHTaM,
NOCTOAHHO 0OHOBAAA MHGOPMALMIO O Balllei KOMMNaHMM U ee NPOAYKTaX, M YeTKO 0bLLaAch ¢
BHYTPEHHUMMU KNNEHTAMMN.

JTnyHble npobnemsl

KAMEHT y¥Ke MOoKeT BbITb pacCTPOeH KeM-To MAK 4eM-To ellle. OH / OHa MOXKET BbITb YCTaNbiM,
CTPECCOBLIM MM PAa304apoOBaHHbIM. KAMEHT MOXKeT cGopMMpPOBaTh NOXKHbIE NpeaybexaeHns
npoTme Bac. M3beraiTe MHTEPHAAN3AUMK TaKMX peakumit. MoaxoanTe K B3aMMOAENCTBMIIO C
KasKbIM KNMEHTOM HenpeaB3aTO, CMOKOMHO M YeCTHO.

OTHOWweHune
KAMEHT TaKKe MOXKeT OTpearMpoBaTh Ha CapKacTMYecKMiM Uan 6e3pasnunyHbiin OTBET. YoeamTecs,
YTO Karkaoe Balle B3aMMOAENCTBUE C KIMEHTOM ABAAETCA UCKAOUYUTENBHO NPOdGECCUOHANBbHBIM.

He caywan

KAneHTbl o4eHb PaccTpPamnBatoTCA, eCAM YyBCTBYHOT, YTO UX HE CAYLLIAAM AN UM NPUXOANNOCH
NoBTOPATbLCA__ KAMEHTbI XOTAT, YTODObI K HUM OTHOCK/IUCb CEPLE3HO, M Bbl HECETE
OTBETCTBEHHOCTb 3a TO, YTODObI UM YAENAN0CH Balle BPEMA U TEPNEHNE, KOTAA OHM
Pa3roBapmBatoT_

LlenocTHOCTb ocnapusaeTcs

KNneHTbl, CKopee BCero, oTpearmpyroT U PaccTPOATCA, EC/IM UX YECTHOCTb MM YECTHOCTb ByayT
NOCTaBNEHbI MO COMHEHUE, UM €CAIN OHW CKAXKYT, YTO MX 0OBUHAIOT. OTHOCUTECH K KIMEHTAM C
[OCTOMHCTBOM M BCeraa NpMHOCUTE MM NO/b3Yy UM COMHEHMA

CnepoBaTb 3a

9T0 0ObIYHAA NPUYMHA ANA KIMEHTOB paccTpamBaTbea. OHa MOXET BapblMpoBaThcA OT
HEBbINO/IHEHHbIX 3BOHKOB 40 HECBOEBPEMEHHOCTN HAa3HAYEHHbIX MOCELWEHUI. KNMEHTbIl LeHAT
3HaHWE TOro, YTO Bbl UX HE 3aDbINM M AeNatoT BCe BO3IMOXKHOE, YTODObI cnyKuTb um. Af.Nays
cneamT 3a MHPOPMaLMEN UK yCayraMmn, oDelaHHbIMM KNNEHTaM.

MNocnegHuin BapuaHT

KnaneHT, KoTopbl nonpoboBan Bce AOCTYMHbIE CPeACTBa, MOXET NOYYyBCTBOBATb, YTO
eAMNHCTBEHHbIN cnocob pelwunTb ero / ee npobaemy - 3To NPOABUTL arpeccuto. KaneHT gocturaet
5TOW CTaAMM NOC/E TOro, Kak OH / OHa Mcyepnan Bce 3anachl TEPNeHUs U TepnMMOCTH. Bbl HeceTe
OTBETCTBEHHOCTb 33 TO, YTOObI K/IMEHT HE AOCTUT 3TOWN CTaAnK. MICNonb3yinTe NpaBUAbHbIN
npoLecc ackanaumm, 4Tobbl NOMOYbL BaM NpeaoTBPaTUTb 3TO.



In the earlier modules, you have learned about the importance of nonverbal communication and the
role that visual perception plays in the formation of impressions and reactions.

Well-groomed, well-presented, well-prepared, well-spoken, smiling individuals are always taken
more seriously and given more respect.

Let's see how you can use nonverbal communication to your advantage when negotiating with
difficult or upset customers.

B npeapblayLmnx MoayAax Bbl Y3HaIM O BaXKHOCTM HEBEpPDOaibHOro 0BLLEHWS 1 O PONN,
KOTOPYIO 3pUTeNbHOE BOCMPUATME UrpaeT B GOPMMPOBAHNM BNeYATNIEHNIN U peaKLMA.
YXOMKeHHble, XOPOLLO NpeAcTaBAeHHble, XOPOLO NOAroTOBAEHHbIE, XOPOLLO roBopALLmMe,
ynbibatoLmeca oM Bcerga BOCNpUHMMaoTcsa boaee cepbesHo M Nosb3yoTcea 60nbWwmnm
yBaXKeHMEeM.

[laBainTe MOCMOTPUM, KaK Bbl MOXKETE MCMNO/1b30BaTh HeBepbaibHOe 0bLeHne B CBOMX
MHTEpecax, Koraa BeAeTe NneperoBopbl CO CAOKHbIMM UK PACCTPOEHHbIMU KAUEHTaMMU.



The first impression is extremely important and sets the tone for future interactions.

To an upset customer, a shabby appearance does not represent a part of the solution, but rather, a
part of the problem. The customer may not want to interact with you and may treat you with
disrespect.

You are starting off on the wrong foot if you are not well-groomed and not dressed professionally.
Click the numbered areas in the image to learn more.

MepBoe BNeYyaTNeHNe Ype3BbIYaMHO BAXKHO M 3a4aeT TOH ANA ByAyLIMX B3aUMOAENCTBUN.
[lna pacCTPOEHHOrOo KAMeHTa NOTPenaHHbI BHELWHWIA BUA, HE ABNSETCA YaCTblo peLleHuns, a
CKOpee ABNAETCA YaCTblo NPobaembl. KAMEHT MOXKET He 3ax0TeTb 00LATbCA C BAMM 1 MOXKET
OTHOCUTbBCA K BaM C HEYBaXKEHMEM.

Bbl HaYMHaeTe He C TOW HOTU, eC/IN Bbl HE YXOXKEHbI 1 He 0AeTbl NPodecCnoHanbHO.
HaxXMnTe Ha NpoHymepoBaHHble 061acTn Ha M30bparkeHUN, YTobbI y3HaTb BoAbLUE.
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L ASSOCIATE
Y Understanding Upset Customers - Nonverbal Communication: Personal Presentation

1. Hair X
Ensure that your hair is clean and well kept.

1. Hair

Ensure that your hair is clean and well kept.

2.Face

Ensure that your face is clean. If you have facial hair, make sure that ii is shaved, and moustaches
and beards are well kept.

3.Hands

Hands and fingernails should be clean.

4. Clothing

Clothing should be ironed, neat, clean, and in good condition.

1. Bonocel
YbeauTech, YTO BalLM BONOCHI YACTbIE U YXOXKEHHbIE.

2.Face

Ybeautecn, 4TO Balle AL YncToe. Ecnm y Bac ecTb BOIOCHI Ha AnLe, ybeamnTech, 4To BpuTbes i, 1
yCbl 1 HOPOAbI XOPOLLO COXPAHEHbI.

3.Hands

PYKM 1M HOTTW AONKHbI ObITb YACTBIMM.

4. Opexnaa

Opexaa AoNKHa ObiTb BbIrNaXKEHHOW, ONPATHOM, YNCTON M B XOPOLLEM COCTOSHUMN.



Facial expressions instantly communicate what you are thinking and how you are feeling.

An upset customer is most likely to be anxious, and in a state of confusion or panic. By wearing
an uninterested, uninvolved, or unpleasant look on your face, you will further contribute to the
customer’s uneasy state.

Click the numbered area in the image to learn more.

BblpakeHua A1a MrHOBEHHO COODbLLAIOT, YTO Bbl AyMaeTe U KakK Bbl ceba yyBcTBYyeTe.
PaccTpoeHHbI KNMEHT, ckopee Bcero, byaeT 06ecnoKoeH 1 HaxoAMTCA B COCTOSHMM
PACTEPAHHOCTM MAM NAaHMKKU. HOCA Ha MLe He3aMHTEePeCOoBaHHOE, He3anATHaHHOe UK
HENPUATHOE BbiPaskeHWe N1La, Bbl elle 6oblie cnocobcTByeT 6eCNOKONCTBY KANEHTA.
HakmuTe Ha NpoHyMepoBaHHY 06/1aCTb Ha M306paKeHMM, YTOObI y3HaTb bosbLUe.
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— ASSOCIATE
" = Understanding Upset Customers - Nonverbal Communication: Facial Expression

Module 3 - Upset Customers

1. Facial Expression X
Have a calm, sincere, and involved expression on your face.A relaxed smile is
generally a welcome expression. However, be careful that you are not smiling when
the customer is expressing his/her anger.

1. Facial Expression
Have a calm, sincere, and involved expression on your face.A relaxed smile is generally a
welcome expression. However, be careful that you are not smiling when the customer is

expressing his/her anger.

1. BoipaxkeHue nuua

MImeliTe CNOKOMHOE, UCKPEeHHEee 1M BOBIEYEHHOE BblparkeHMe Ha Ballem uLe.
PaccnabneHHas ynbibKa, Kak npasunao, npmusetcTeyetca. OaHaKo, byabTe OCTOPONKHbI,
4TOObI HE yNbIBaTbCA, KOrAa KNMEHT BblpaykaeT CBOM MHEB.



Body language is a critical component of nonverbal communication. 55 percent of all nonverbal
communication is made up of body language.

Use positive and open body language to show the upset customer that you are willing and able to
resolve the issue.

Correct body language can set the customer at ease and create a helpful and favorable work
environment.

Click the numbered areas in the image to learn more.

A3bIK Tena ABNAETCA KPUTUYECKMM KOMMNOHEHTOM HeBepbasibHOro 0bLeHNs. 55 NpoLEeHTOB
Bcero HesepbanbHOro 0bLLEHNA COCTOUT M3 A3bIKa Tena.

cnonb3yiTe NO3UTUBHbBIN U OTKPbITLIN A3bIK Tea, YTOObI MOKa3aTb PACCTPOEHHOMY KIMEHTY,
YTO Bbl FOTOBbI M CNOCODOHbBI PELNTL 3Ty Npobaemy.

MpaBUAbHbIN A3bIK TEA MOXKET MOMOYb KAMEHTY PAcCcnabuTbea 1 CO34aTb NONE3HYIO U
bnaronpuAaTHyto pabouyto cpeay.

Ha*kKmuTe Ha NpoHymepoBaHHble 061aCTN Ha M300parkeHUK, YToObI Y3HATL BosbLLe.
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m Understanding Upset Customers - Nonverbal Communication: Body Language

1. Eye Contact X

Make eye contact with the customer. Nod once in a while to indicate that you are
listening to the customer and are interested in what he/she is saying. However, try
not to stare at a customer. This can intimidate the customer.

1. Eye Contact

Make eye contact with the customer. Nod once in a while to indicate that you are listening to the
customer and are interested in what he/she is saying. However, try not to stare at a customer. This
can intimidate the customer.

2. Body Posture

Do not slouch. Stand or sit straight. facing the customer, to show you are attentive and involved.
Avoid crossing your arms.

3. Stance

Maintain a non-threatening, open stance. Do not crowd the customer and give him/her enough
space for expression. Make sure that any movement that you make is careful and considerate of the
customer and the situation.

1. 3puTEeNbHbIN KOHTAKT

CoenaTb 3pUTENbHBIN KOHTAKT C KAMEHTOM. Bpemsa OT BpeMeHU KnBanTe, YToObl MOKa3aTb, YTO Bbl
CNyLIaeTe KAMeHTa 1 3aMHTepecoBaHbl B TOM, YTO OH / oHa roBopuT. O4HAKO CTapanTech He NANUTLCA
Ha KNMEeHTa. OTO MOXKeT 3anyraTb KAMEHTa.

2. [TonoxeHue Tena

He cyTynmchk. BcTaHb Man casb NPAMO. TMLUOM K KAMEHTY, YTOObl MOKa3aTb, YTO Bbl BHUMATE/IbHbI U
BOB/IeYEHbI. M3beranTe cKpelmBaHma pyK.

3. Mosnumsa

MNoaaepXunBanTe HeyrpoXKatoLLyto, OTKPbITYIO MO3MLMIO. He TonnuTe KArMeHTa n npeaoctasbTe emy / e
[OCTAaTOYHO MecTa ANA BblpaxKeHua. Y40CToBepbTeCh, YTO Nt0D0e Balle ABMKEHME ABNSETCS
OCTOPOXKHbIM M BHUMATENIbHbIM K KIMEHTY U CUTYaLMN.



Your body posture and stance can be of two basic types — "open" or "closed." Open body
language suggests acceptance or agreement, while closed body language suggests rejection or

disagreement.
Let's take a look at these body postures in greater detail.

Click each type to learn more.

Balle nosoxeHne Tena 1 no3uumsa MoryT ObiTb ABYX OCHOBHbIX TUMOB - KOTKPbITHINY»
MM «3aKPbITbI». OTKPbLITbIN A3bIK TeNa NpeanonaraeT NPUHATUE UK COrNacKe, B TO
BPEMSA KaK 3aKpPbITbI A3bIK T€a 03HAYaEeT OTKa3 UK Hecornacue.

[NaBaliTe NOCMOTPMM Ha 3TW No3bl Tena bosee noapobHo.
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ASSOCIATE

Understanding Upset Customers - Nonverbal Communication: Body Language in Detail

Open Closed

Open hands, flat palms I - | Folded arms
R

OTKpbITbIE PYKM, MIOCKME NalOHN Cnoxa pyku

Feet planted on ground Crossed legs
Horu nocaxeHbl Ha 3emnto CKpeLLeHHble Horu
Fully facing customer ('-‘ Facing away
MoAHOCTbIO 0BpaLLEeHHbIV K Kane | CMOTPETb B CTOPOHY
Feet under chair tl Pointing with finger

:
ﬁ YKa3blBas Nasblem

Leaning back

! T —
™~ ! OTKMHYBLWMKCH

Horu noz ctynom
Leaning forward

HaknoHumsLwmMCh BNepes,




As a customer service technician, you may repeat many terms and phrases in a day. This may tend
to make you sound flat and irritate the customer. Upset customers will not engage with a flat tone.

Whether in person or when using the phone, the tone of your voice plays a vital role. Adjust the pitch
and tone of your voice and regulate your breathing to emphasize what you are saying, to focus
attention, and to reassure the customer. A soft tone can be effective in calming irritated customers.

Keep in mind, although the customer cannot see you, your body language will affect your tone. So,
keep that positive too.

Click the buttons below to hear the difference between an engaging tone and a flat tone.

Kak cneumanmcT no obCayKMBaHMUIO KAMEHTOB, Bbl MOXETE NOBTOPUTL MHOMO TEPMUHOB M Gppas B
[leHb. 9TO MOXET NPMBECTU K TOMY, YTO Bbl OyAeTe 3By4aTb NJIOCKO M pa3apaxKaTb KIMEeHTa.
PaccTpoeHHble KANEHTbI He ByayT B3aMMOAENCTBOBATL C NMJIOCKMM TOHOM.

JIN4HO MM NPU UCNONb30BaHMM TeniedoHa, TOH BALLEro ro/loca UrpaeT KMU3HEHHO BaXKHYO POb.
OTperynnpyiTe BbICOTY M TOH CBOErO ro/10Ca M OTPEryInpymnTe cBoe ApixaHue, 4Tobbl
NOAYEPKHYTb TO, YTO Bbl FOBOPUTE, YTOOLI COCPEA0TOUYNTL BHUMAHME N YCMIOKOUTb KAMEHTA.
MSArKUA TOH MOXKET 6bITb 3GDEKTUBHBIM B YCNOKOEHUM pPa3aparkeHHbIX KTMEHTOB.

NmenTe B BMAY, 4TO XOTA KZIMEHT HE BUAWUT BaC, A3blK BaAlUEro Te/la BJIMAET Ha Ball TOHYC. Tak uTO
AEPHKNTE 3TO TOXKeE NMO3UTUBHO.
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/ = Understanding Upset Customers - Nonverbal Communication: Voice Tone

Body Language Tone

Flat Tone Engaging Tone
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/ = Understanding Upset Customers - Nonverbal Communication: Voice Tone

Body Language Tone

Flat Tone Engaging Tone




There are certain other indirect factors that also affect nonverbal communication. Let's take a closer look at each of these
factors.

Cursing
Never curse in front of the customer, even if the customer is cursing at you. Remember that you are a professional and that you
are there to do a job. Accept the challenge to remain calm. You will not win if you choose to react negatively.

Touching

Avoid touching or reaching towards an upset customer. This may escalate the situation and set off a violent reaction from the
customer. Give the customer space and be mindful of your gestures and movement.

Sighing

To an upset customer, sighing is indicative of annoyance, impatience, and a negative attitude. The customer will not take kindly
to it and is likely to doubt your ability or willingness to resolve the issue. It may also embarrass the customer and he/she may
refuse to interact with ou a!lY further.

Chewing gum or Eating
Chewing gum or eating is representative of a careless, unconcerned, and unprofessional attitude. It can easily tum an upset
customer into an irritated and intolerant customer. Refrain from eating on the job or even when you are on the phone.

EcTb HeKoTOpble ApyrMe KOCBEHHbIE GAKTOPbI, KOTOPbIE TaK}Ke BAUAIOT Ha HeBepbanbHoe oblleHMe. [laBaiTe noapobHee paccMmoTpum
KasKabl U3 3TUX GAKTOPOB.

MaTeputbea

HuKoraa He pyraiteck nepes KIMEHTOM, AAXKE eC/IU KNMEHT pyraeTca Ha Bac. [TOoMHUTE, YTO Bbl NPOGECCMOHAN, M YTO Bbl TaM, YTOObI
caenatb paboty. MpummTe BbI30B, YTODLI OCTABATLCA CMOKOMHbLIM. Bbl He BbIMFpaeTe, eCM PELIMTE HEraTUBHO OTPearnpoBaTh.
TporaTenbHbli1

MN3beraiTe NPUKOCHOBEHUI AN KOHTAKTOB C PACCTPOEHHBIMU KAMEHTAMM. ITO MOXKET 06OCTPUTL CUTYALIMIO U BbI3BATb OYPHYIO peakumio
CO CTOPOHbI KAMeHTa. MpeaocTaBbTe KAMEHTY MPOCTPAHCTBO U ByAbTe BHUMATENbHbI K CBOMM }KECTaM U ABUKEHUAM.

B3nox

[nA pacCTpOeHHOro KMEeHTa B3/10X CBUAETENbCTBYET O Pa3AparkeH, HeTepPNeHMn N HeraTUBHOM OTHOWEHUU. KNMeHT He NpUMeT 3T0
ntobe3Ho 1, cKopee BCEro, YCOMHMUTCA B Ballei CNOCOBHOCTU UM TOTOBHOCTU PeLInTb Npobaemy. ITO MOXKET TaKKe CMyLWaTb KAUEHTa, U
OH / OHa MOXKeT 0TKa3aTbCA OT AafbHEMLIEero B3anMoAenCTBMA C BaMM.,

KeBaTenbHas pe3unHKa

KeBaTenbHaa pe3nHKa Uan Nprem NULLM ABASIOTCA NoKasaTesieM HebpeXXHOro, HebpPeXKHOro N HenpodpeccMoHaabHOrO OTHOLWEHMA. ITO
MOXKET /IeTKO NPeBPaTUTb PACCTPOEHHOTO KAMEHTA B Pa3ApaKeHHOro 1 HETEPMMMOro KnMeHTa. BosaepskmuTech OT efibl Ha paboTe nau
[aXKe KOorAa Bbl pa3roBapusaete no TesedoHy.



You have completed this chapter. As you move forward, keep in mind the
following points:

. Customers get upset for reasons that are always valid from their perspective.
. Determine the reasons that upset customers in order to effectively resolve
issues.

. Be sensitive to how your nonverbal communication can influence an

interaction with an upset customer.

Bbl 3aBepwunnu aTy rnasy. [1o Mepe NpoasuxeHust Bnepea nmenTe B BUAYy
cnegyowmne MOMEHTbI:

* KnneHTbl paccTpanBatoTcsi MO NpuyMHaMm, KoTopble Bcerga 4encTBUTeNbHbI C UX
TOYKN 3peHUs.

» OnpeaenuTb NPUYKHBI, KOTOPbIE pacCcTpanBatoT KITMEHTOB, YTOOLI 3(hpeKkTUBHO
pewaTtb npobnemsi.

* byabTe BHMMaTENbHbI K TOMY, Kak Balle HeBepbanbHoe obLeHne MoxeT
NOBNUATL HA B3aUMOAENCTBUE C PACCTPOEHHbIM KIMEHTOM.
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After completing this chapter, you will be able to:

. Recognize the importance of serving upset customers.
. Successfully serve upset customers.
. Identify issues that should be escalated to your manager.

Mocne 3aBepLIeHNA 3TOM rNaBbl Bbl CMOXKeTE:
* [TpM3HATb BaXKHOCTb ODCNYKMBAHMA PACCTPOEHHbIX KMEHTOB.
* YcnewHo ob6cnyKmBaTb PAaCcCTPOEHHbIX KIMEHTOB.

e Onpenennte Nnpobnembl, KOTOpble ceayeT NnepeaaTb BaleMy MeHeAKepy.
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In the last chapter we explored the mindset of an upset customer and the factors that affect
customer behavior.

Satisfying customers and building a healthy, long term relationship are both goals of providing
excellent customer service. Achieving these goals becomes more challenging when serving upset
customers. A single unresolved issue can affect the long term relationship with a customer.

B I'IOC!'Ie,EI,Hel\/JI rnage mMmbl UCCAeNoBaIn o6pa3 MblICNEN PaCCTPOEHHOIO KINEHTA U CI)aKTOpr,
BANAKOLLIME Ha ero noseaeHume.

Y00BneTBoOpeHMe KIMEHTOB M MOCTPOEHME 340POBbIX, A0/TOCPOYHbIX OTHOLEeHU - obe uenmn
obecneyeHus npesocxogHoro O6C/1Y)-KI/IBaHl/IH KNIMeHTOoB. [IoCTUXKEHME 3TUX u,eﬂe17|
CTaHOBWUTCS BCe Hoee CNOXKHOM 3agaqel?1 npu O6C/1y)+(l/IBaHl/ll/l PaCCTPOEHHbIX KTNEHTOB.
OfHa HepelleHHan l'IpO6/'I€N\8 MOXET NOBJ/IMATb Ha AO/ITOCPOYHbIE OTHOLWEHUNA C KTIMEHTOM.



Only those customers who are interested in resolving their problems voice their complaints.
Customers who are not treated well, do not come back. It is your responsibility to ensure that
complaints are serviced to the customer's satisfaction.

As a service technician, you stand to gain experience from all customer interactions, especially

those with upset customers. It is an opportunity for you to learn, and then apply that learning in
future difficult situations.

CBOM *Kan0bbl 03BYYMBAIOT TONIbKO TE KAMEHTbI, KOTOPbIE 3aMHTEPECOBAHbI B PELIEHWM CBOUX
npobnem. KnmMeHTbl, ¢ KOTOPbIMK NMI0X0 0bpaLlatoTCs, He BO3BpallatoTcs. Bbl HeceTe
OTBETCTBEHHOCTb 33 06C/YKMBaHME Kanob B COOTBETCTBMM C TPEBOBAHMAMM KAUEHTA.

Kak cneuynanmct no obCayKnBaHMIO, Bbl NOJyYaeTe OMbIT B3aMMOAENCTBMSA CO BCEMU KTMEHTAMMU,
0COBEHHO C PacCTPOEHHbIMU KAMEHTaMMU. [15 BaC 3TO BO3MOXHOCTb YYMTbCA, @ 3aTEM
NPMMEHATb 3TO 0byYeHKne B ByAyLIMX TPYAHbIX CUTyaLMAX.



Before you take up the challenge of serving upset customers, let's take a step back and think about the task.
Serving upset customers is not always pleasant and can be stressful at times for you and the customer. What
you need is a custom toolkit that prepares you for the task at hand.

But what goes inside this toolkit?

Patience

This is an essential tool. The customer will be angry, frustrated, and upset. He/she will expect you to listen and
understand the situation, for which you will need to give the customer lime and space. So, when the customer is
voicing dissatisfaction, stop whatever you are doing, and practice patience; give the customer your full attention.

Professionalism

Be prepared for the customer to vent his/her frustration at you. Remember that the customer is upset at the
situation and not you. You just happen to be the only person that the customer can express his/her dissatisfaction
to. Be patient and take it professionally, NOT personally_.

Self-belief

You must believe in your ability to resolve the problem successfully to the customer's satisfaction. What you think
and feel about yourself will influence how you interact with the customer. Be positive. Focus on the customer's
needs and not his/her behavior.

Mpexae Yyem NPUHATL Ha cebA 3aa4y 0DCNYKMBAHMA PACCTPOEHHbIX KIMEHTOB, AaBaiTe caenaem War Hasag, v Nogymaem o
3aga4e. Ob6CnyKMBaHME PACCTPOEHHBIX KMEHTOB He BCeraa NPUATHO M MOXKET ObITb CTPECCOBbLIM AR BAC U KAMeHTa. YTo
BaM HY»KHO, 3TO MNONb30BATENBCKUIA MHCTPYMEHTAPWIA, KOTOPbLIA NOArOTOBMT BAC K BbINOJHEHWIO MOCTaBAEHHOW 3a4a4K.

Ho 4TO BXOAMT B 3TOT MHCTPYMEHTAPUIN?

TepneHue

TO BaXKHbIN MHCTPYMEHT. KAneHT byaeT cepAmnTbea, paccTpoeH 1 paccTpoeH. OH / oHa ByaeT oxKnaaThb, YTO Bbl BbiC/yLWIaeTe
1 NOMMeTe CUTYaLLMIO, AN KOTOPOM BaM HYXKHO ByAeT NpefoCTaBUTb KAMEHTY M3BECTHOCTb M MPOCTPAHCTBO. Mo3aTomy,
Korza KAWEHT BblpaKaeT HeL0BOIbCTBO, NMPEKPATUTE BCE, UYTO Bbl AeNaETe, U NPOABUTE TEPNEHUE; YAENUTE KNNEHTY Bawe
NOJIHOE BHMMaHHe.

NpodeccrnoHanmam

ByfbTe roToBbl K TOMY, YTO K/MEHT PACCKaXKeT BaM O CBOEM Pa3oyvapoBaHMU. [TOMHUTE, YTO KAMEHT PacCTPOEH CUTyaumei, a
He Bbl. Bbl NPOCTO OKa3anncb eAMHCTBEHHbBIM Ye/I0OBEKOM, KOTOPOMY K/IMEHT MOXKET Bblpa3nTb CBOE HeJ0BObCTBO. byabTe
Tepnennsbl U NPUHUMANTE 3TO NPOPECCUOHANBHO, @ HE INYHO.

CamoyBepeHHOCTb

Bbl LONKHbBI BEPUTL B CBOKO CNOCOBHOCTL pelnTsb Npobiemy yCneLwHo K yA0BNETBOPEHMIO KAMEHTa. TO, YTO Bbl AyMaeTe U
yyBcTBYeETe O cebe, ByaeT BAMATL HA TO, KaK Bbl B3aMMOZAENCTBYETE C KNMEHTOM. BbITb NOAOKMTENBHBIM. COCPeaOTOUbTECH
Ha NoTpebHOCTAX KAMEHTa, a He Ha ero / ee NoBeAEHUMN.
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Now that you are armed with patience, professionalism, and self-belief, what is it that you need to
successfully serve upset customers?

Well, you need to:

1. Listen

. Empathize

. Identify the problem
. Avoid blame

a B~ WON

. Avoid trigger
phrases

6. Resolve the problem

The following pages will cover these aspects in detail.

Tenepb, KOraa Bbl BOOPYXKEHbI TEPNEHMEM, NPOPECCNOHANTNIMOM U YBEPEHHOCTbIO
B cebe, YTO BaM HYKHO A4 yCNeLwHOro 06CyKMBaHMA PACCTPOEHHbIX KIMEHTOB?
Hy, Bam HY>KHO:

1. Cnywan

2. conepexmnBaTb

3. Onpenennte npobaemy

4. N3beraiTe BUHbI

5. N36eraite TpuUrrepHbix ppas

6. Pelwuntb Nnpobnemy

Cneaytolme cTpaHuubl byayT noapobHO OCBeLLaTb 3TU aCNeKTbl.



Listening is an extremely underrated skill. Listening and patience go hand-in-hand. If there is one
thing that upset customers want more than anything else — it's a patient listener. Here are a few tips
to listen effectively when interacting with upset customers.

. Let the customer vent and don't interrupt.

. Listen carefully and patiently.

. Focus on the speaker and on the facts.

. Check to see if you have understood by restating what you think the customer said.
. Take it professionally and not personally.

CnywaHue - ypesBbl4aliHO HeA0OLUEHEeHHbIM HaBblK. CayllaHue 1 TepneHmne nayT pyKa ob pyky.
Ecnn ecTb 0AHa Belllb, KOTOPaa PaccTpanBaeT KMEHTOB, TO Bo/blle BCero Ha CBeTe - 3T0
Tepnenusbii caywaTenb. BOT HECKOIbKO COBETOB A/18 3GDEKTUBHOrO NPOCAYLLIMBAHUSA NPU
B3aMMOAENCTBMM C PACCTPOEHHbIMU KANEHTAMM.

* [103BO/IbTE KMEHTY BbIATU U HE NPEPbIBATD.

e CNyLIanTe BHUMATENbHO M Tepneanso.

e CocpeaoToybTeCh Ha roBOPALLEM U Ha daKTax.

e [poBepbTe, MOHAMN NN Bbl, MTOBTOPUB TO, YTO, MO BalLEMY MHEHWNIO, CKa3a KJANEHT.

* [pMHMMaNTE 3TO NPOPECCMOHANBHO, @ HE INYHO.



If you have listened carefully to the customer, you should be reasonably sure of the source of
frustration. Try and see the customer’s point of view. Use a calm, reassuring tone to let the customer
know that you understand why he/she would be upset.

By doing so, you send a strong message that you respect the customer, and that you are in control
of the situation. This will help the customer to calm down and interact with you in a positive way.

However, be careful not to talk down to the customer. Don't offer information that may upset the
customer; for example, “Others have experienced the same problem,” or “This problem happens all
the time with this machine.”

Ecnv Bbl BHUMATENBHO BbICNYLWIANAW KNNEHTA, Bbl A0OMKHbI ObITb JOCTAaTOYHO YBEPEHbI B
MCTOYHMKE pa3oyapoBaHma. MonpobyiTe N MOCMOTPUTE Ha TOUKY 3PEHMUA KANEHTA.
Mcnonb3ynTe CNOKOMHbIN, YCNOKAMBAOLWLMA TOH, YTOObI KAMEHT 3HA/, YTO Bbl MOHMMAETE,
noyemy OH / OHa paccTPOUCA.

Tem cambIM Bbl MOCbINIAETE CUIBHOE COODLLIEHME O TOM, YTO Bbl YBAXKAeTe K/IMEHTA M YTO Bbl
KOHTPONIMPYeTe CUTYaLMIO. DTO MOMOXKET KAMEHTY YCNOKOUTLCA M B3aMMOAENCTBOBATb C BAMM
B MO3UTUBHOM K/tOYeE.

OaHako byabTe OCTOPOXKHbI, YUTOObI HE pa3roBapmBaTh C KAMEHTOM. He npeanaraite
MHGOPMaALMIO, KOTOPAA MOXKET PACCTPOUTb KNMEHTA; Hanpumep, «lpyrne cTankMBaMCh C TOM
)Ke npobaemon» nnm «31a Nnpobnema NOCTOAHHO BO3HMKAET C 3TOM MALLMHOMY.



The customer should be reasonably calm before you can begin to identify the problem. Do not offer
a solution too fast. Customers need to vent before they are able to listen.

After you have allowed them to vent, state that you want to help and show that you share their
concern.

Exercise patience and adopt an open body posture. Restate what you have understood and ask for
clarification, if needed.

Use different question types (open-ended, closed-ended, background, and confirmation) to ensure
that you understand the problem completely before you try to resolve it. Have the customer
demonstrate the problem so that you can accurately assess the issue.

KAneHT aonKeH ObiTb JOCTATOYHO CMOKOEH, NPeXae YEM Bbl CMOXKETE HayaTb
BbiABAEHME Npobaemsl. He npeanaraiTe peweHne CAnWKOM BbicTpO. KANEHTbI A0 HbI
BbIMTY, MPEXKIE YEM OHM CMOTYT C/yLLIaTb.

Mocne Toro, Kak Bbl MO3BOIMTE MM BbICKA3aTbCs, 3aA9BUTE, YTO XOTUTE NMOMOYb, U
NOKaXunTe, YTo pasaenaeTe nx 03aboYeHHOCTb.

MposBnanTe TepneHne n NPUHUManTe No3y C OTKPbITbIM TeIOM. [epecKarkuTe, YTo Bbl
MNOHANM, M NONPOCUTE PA3BACHEHWNI, €C/IM 3TO HEODXOAMMO.

Mcnonb3ynTe pasanyHble TUMbl BONPOCOB (OTKPLITbIN, 3aKPbITbIN, GOHOBbIN U
NOATBEPXAAOWMI), YTOObI MONIHOCTLIO MOHATL NPOHAEMY, MPEXKAE YEM MbITATLCA €€
pewmnTb. NycTb KAMEHT NPOAEMOHCTPMPYET Npobiemy, YTOObl Bbl MO/ TOYHO OLEHUTb
npobnemy.



By now, you know what the problem is and have a fair idea how to fix it. At this stage, it is very
important to remember to avoid blaming anyone. Do not blame the customer, as this will have a
negative effect and you may worsen the situation beyond control.

You do not want to blame your organization or peers either. For example, "You know Sales; they'll
say anything to make a sale."

Remember that avoiding blame is different from acknowledging responsibility. If you know that a
mistake has been made by you or your organization, apologize for it. You want to adopt a positive
and result oriented approach.

Click each response to learn more.

K HacToALeMy BpeMEHM Bbl 3HaeTe, B Yem npobiema, n umeeTte YeTkoe
NpeAcTaBaAeHNe O TOM, KaK ee yCTpaHUTb. Ha 3Tom 3Tane o4eHb BaXKHO MOMHMUTD,
4YTOObI HUKOTO HEe 0OBUHATL. He 0OBUHSANTE KNMEHTA, TaK Kak 3To byAeT UMeTb
OTPULATE/NbHbIN 3PPEKT, N Bbl MOMKETE YXYALWNTb CUTYALIMIO BHE KOHTPOIS.

Bbl HE XOTUTE 0OBMHATL CBOKO OpPraHM3auunto UK Koaner. Hanpmumep, «Bbl 3HaeTe,
Mpoaaxu; OHM CKaXKyT YTO-HUOYAb, YTODbI cAeNaTb NPOAANKY».

MOMHUTE, YTO OTKA3 OT OOBMHEHMA OTIMYAETCA OT NPMU3HAHMA OTBETCTBEHHOCTM.
Ecnu Bbl 3HaeTe, YTO Bbl MM Balla OpraHn3aLma AonyCcTUAM OWNOKY, M3BMHUTECH 33
3T0. Bbl XOTUTE NPUHATL NO3UTUBHbIN U OPUEHTUPOBAHHbIN Ha PE3Yy/1bTaT NMOAXOA.
Ha*kKmuTe Ha Kaxkapblh OTBET, YToObI y3HaTb HosbLLUE.



Bad Response
We have to charge you because you put the wrong supplies in the machine.

Mnoxon oTBeT
Mbl JO/KHbI 3apAANTL Bac, MOTOMY YTO Bbl MOIOKUAN HEMNPaBUAbHbIE MaTepuasbl B
MaLLUUHY.

Good Response

I’'m sorry because the wrong supplies were placed in the machine, the fuser unit and
developer will need to be replaced. The replacement of these items and time to repair
are not covered under the service contract and we will have to charge you.

Xopowwnn oTBeT

Al coxkaneto, NOTOMY 4TO B MalUMHe OblIM YCTAHOB/EHbI HEMPAaBU/bHbIE PACXOLHbIE
MaTepuanbl, BNIOK TepMO3aKpenaeHna 1 NpoABMTENb HEOOXOAMMO ByAeT 3aMeHUTb.
3aMeHa 3TWX 3/1EMEHTOB 1 BPEMA PEMOHTA He MOKPbLIBAKOTCA AOrOBOPOM Ha
obcnyKnBaHue, 1 Mbl AOMKHbLI ByAem B3MMaThb € Bac nNaaTy.



We have already looked at the role that verbal communication plays in all customer interactions. However, in difficult situations,
language assumes an even more critical role.

Here is a list of common phrases that you must avoid when interacting with upset customers.
e You are wrong.

You did not do this right.

The only thing | can do.

This is not my job.

What's your problem?

| don’t know why they sent me. I'm not trained on this model.

The sales rep sold you the wrong machine.

The other tech did not Know what he was doing.

This is the worst machine we ever made.

In addition, when conversing, remember to:

. Use "I" instead of you.

. Keep the conversation impersonal and factual.
. Take responsibility.

. Avoid giving orders.

. Offer alternatives.

. Avoid words such as, "but" or "unfortunately."

MbI yKe paccMOTPeNn ponb, KOTOPYHO CIOBECHOE 0BLLEeHMe UrPaeT BO BCEX B3aMMOLENCTBUAX C KneHTamn. OHAKO B CIOMKHbBIX CUTYaLMAX A3bIK UTPaeT elle
60nee BaXHy posb.

BoT cnu1cok obuwmx Gppas, KoTopble Bbl LOMKHbI U36eraTb NpU 0BLLEHNM C PACCTPOEHHBIMW KAMEHTAMMU.
- Bbl Henpasbl.

- Bbl HE caenanw sTo NpasuabHO.

- EAMHCTBEHHOE, 4TO A MOTy cAenaTb.

- 3T0 He mos paboTa

- B yem TBOA Npobnema?

- Al He 3Hato, NOYEMyY OHM NOCNANN MEHA. f1 HEe TPEHUPOBANCA Ha 3TOW MoAeNN.

- ToproBbIi NpeACTaBUTENb NPOLA BAM He Ty MaLUMHY.

- lpyro¥i TeXHWK He 3Han, YTO OH AenaeT.

- 3TO XyALUaA MallMHa, KOTOPYHO Mbl Koraa-nmbo genanu.

Kpome Toro, npu pasroBope He 3abyabTe:

* Mcnonb3yite «A» BMeCTO Bac.

o [lepuTe pasroBop 6e3NNUHbIM 1 GaKTUYECKUM.

* BpaTb OTBETCTBEHHOCTb.

 /136eraiiTe oTAaBaTh NPUKa3bl.

* [pefNOKUTb aNbTEPHATUBSI.

* 36eraitTe TakmMx CNOB, KaK KHO» UM KK COXKANEHMNION.



Let's take a look at the role that positive language plays. You have informed your customer that
you will arrive at 8.30 the next morning. The customer, in turn, tells you that the time is not
acceptable and they need you there today. How do you respond?

Bad Response

| understand, but you have to understand my position. | just do the calls as they come in. If you have
a problem, you will have to take ii up with my manager.

Good Response

I understand your urgency. | will get there as soon as | can. In the meantime, | will see if another
technician can arrive sooner or help me with my current work load and call you back.

Click each response to learn more.

[aBainTe NOCMOTPUM Ha POJib, KOTOPYHO UrPaeT NO3UTUBHbIN A3bIK. Bbl coobuwmam ceoemy
KAMeHTy, 4To Bbl Npubyaete B 8.30 Ha cheaytollee yTpo. KANEHT, B CBOKO o4yepesb, roBOPUT
BaM, YTO BPeEMSA HE NPUEMIEMO, M Bbl HY»KAAeTeCb B HEM ceroaHA. Kak Bbl oTBeyvaeTe?
Mnoxow oTeeT

A NOHMMAIO, HO Bbl AO/IKHbI MOHATb MO0 NO3MUMIO. A NPOCTO AeNat0 3BOHKN MO Mepe nx
noctynneHus. Ecam y Bac BO3HMKHYT Npobaembl, Bam npuaeTca obcyamTb 3TO C MOMM
MeHeKepom.

Xopowwuit oTeeT

A NnoHMMato Bally CPOYHOCTb. A 0DepyCh Tyaa, Kak TOIbKO CMOTry. A MOKa A MOCMOTPIO,
CMOET I APYron CNeuUmnanmncT NpmexaTb paHbLLe UAKM MOMOYb MHE C MOEWN TEKYLLEN
paboyen Harpy3Kom 1 Nepe3BOHUTbL BaM.



Resolving the problem is the last stage of the interaction. For a successful mission, you need to perform three more tasks:

1. Fix the Problem:

Develop a solution to the problem. It is critical to convince the upset customer that it is your goal to resolve the problem.
Involve the customer, where you can, in developing the solution. Ask for ideas and explore the alternative solutions together.
Always communicate the final solution to the customer.

2. Summarize End Points:

Realize that you may not always be in a position to fix the problem on the spot. You may need more time, a part,0 | to refer
with your manager, or fJ to get back to the customer. In any scenario, it is vital that you keep the customer informed.
Summarize for the customer, the steps that you plan to take in order to fix the problem. Don't over explain; just provide them
with the facts.

3. Follow-up:

This is an extremely important activity and the main reason why customers get upset in the first place. Regardless of what the
planned solution is, always follow up with the customer. If the problem is resolved, ask the customer to test and ensure all the
customer needs have been met. If you need to get back to the customer. do it. Always let the customer know what your next
step is going to be.

PelleHue npobaembl - NocneaHnin 3Tan B3aMmoaencTema. aa ycnewHoro BbinoJHEHUA MUCCUMW BaM HEODXOAMMO
BbINO/HWTb elle TPU 334aHWs:

1. NcnpasuTtb npobaemy:

PaspaboTaiiTe peweHune npobiembl. O4eHb BaKHO yH6eanTb PaCcCTPOEHHOIO KAMEHTA, YTO Balla Le/b - PeWnTb
npobaemy. BoBneKkaTte KAMEHTa, r4e 3TO BO3IMOXKHO, B pa3paboTKy pelleHus. Nonpocute naen n nsyunte
aNnbTepHaTMBHbIE pelleHna BmecTe. Beceraa coobulainTe oKoHYaTeIbHOE pelleHme KNEHTY.

2. NogseauTe Utoru:

MomMnTE, YTO Bbl HE BCETAa MOXKeTe pelinTb Npobemy Ha mecTe. Bam moxkeT noTpeboBaTbCsA 60/blle BPEMEHM, YaCTb,
0 I, uTobbl 06PaTUTLCA K BalleMy MeHeaxepy, Uan fl, uTobbl BepHYTLCA K KANEHTY. B 1t06oM caydae KpaliHe BaXKHO
MHGOPMMPOBATL KAMeHTa. MoaBeanTe UTOT ANS KAMEHTA, Warn, KOTopble Bbl NAaHUPyeTe NpeanpuHATL 419 PeLeHnn
npobaemsbl. He nepeoLeHMBaiTe; NPOCTO NPeAOCTaBbTE UM GaKTb!.

3. MNpoaonKeHue:

3TO Ype3BbIYAHO BaXKHbI BUA A€ATENbHOCTM U F1aBHAA NPUYMHA, MO KOTOPOW KAMEHTbI PACCTPaMBAOTCA B NEPBYIO
ovyepeb. He3aBMCMMO OT TOrO, YTO ABAAETCA 3aMNJAaHNPOBAHHbBIM PELIEHNEM, BCETAA KOHCYIbTUPYUTECH C KIMEHTOM.
Ecam npobnema pelleHa, NONPOCUTE KAMEHTA MPOBECTM TECTUPOBAHMNE N YOEAUTLCS, YTO BCE NOTPEBHOCTU KANEHTA
Obln yaoBneTBOpeHbl. ECAM BaM HY»KHO BEPHYTLCA K KAMEHTY. caenan 3To. Bceraa coobluainTe KAMEHTY, Kakum byaet
Ball CAeyHOLMIA war.



Mr. Sutherland of Equities Inc. has purchased a bizhub 200 for his office. Within a week, the machine begins to feed
the paper incorrectly through the automatic document feeder and causes constant jams. Mr. Sutherland, clearly
upset, goes ahead and logs a complaint.

Chris: Good afternoon Mr. Sutherland. My name is Chris. You logged a complaint with your bizhub 200.

Mr. Sutherland: Yes, | did. This machine keeps jamming all the time.

Chris: | would like to take a look at the machine sir.

Mr. Sutherland: Do you know that | bought this machine only one week ago?

Chris: I'll do my best to figure out the problem as quickly as | can sir.

Mr. Sutherland: Figure out the problem? There shouldn't be a problem at all ... right?

Mr. Sutherland: How can | run my business efficiently with this kind of hardware?

Chris: Sir, | have checked the machine and made the adjustment. Let me test it to check once again.

Mr. Sutherland: Ok. Are you sure that there is nothing else that is wrong?

Chris: | am sure sir.

Mr. Sutherland: Alright then. | really don't want to go through this again.

Chris: | am sorry for the problem sir. Thank you for your time. Please let me know if you have any other problems.
Mr. Sutherland: Alright.

One week later, the same problem occurs with the machine again. Chris, the technician, responds to Mr. Sutherland's
complaint.

Mr. Sutherland: You said the last time that you had fixed it? You did a lousy job.

Chris: Sir, | will need to take a look at the machine again.

Mr. Sutherland: Again? Why?

Chris: | need to determine the problem sir.

Mr. Sutherland: This is not what | expect from a brand new machine! Do you have any idea how much this machine
cost me? And, why should there be a problem in the first place?

Mr. Sutherland: Have you any idea how this is affecting my business?Is this what | should expect from a new machine?
Chris: You have every reason to be upset sir, and | apologize for the trouble.

This machine is a very reliable product. But sometimes, it is necessary to fine-tune it a little bit to get optimum
performance.

Mr. Sutherland: I'll believe it when | see it.

Chris: The problem has been solved sir. Why don't you try making a copy to check for yourself?

Mr. Sutherland: Alright. I'll try.

Chris: | have also checked the other parts of the machine to make sure that you do not have any other problem.

Mr. Sutherland: You have? Well ... thanks.

Chris: No problem sir. It's my job. | will get in touch with you after a week to see if everything's functioning as it should
be. Have a good day.

Mr. Sutherland: Thank you. | must admit, you have been thoroughly professional.
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-1 Casepnens 13 Equities Inc. npuobpen bizhub 200 ans ceoero odpuca. B TeyeHune Hegenu
annapaT Ha4yMHaeT HenpaBM/IbHO NOAaBaTb bymary Yepes yCTPOMCTBO aBTOMATMYECKON NoAaum
NOKYMEHTOB M Bbl3blBAaET MNOCTOAHHbIE 3aMATUA. MucTtep CazepneHa, ABHO PAacCTPOEHHbIN, NAET
BMNepea 1 perncTpupyer xanoby.

Kpuc: 1obpbiin aeHb, muctep CasepneHa,. MeHa 308yT Kpuc. Bbl 3apernctpmposanm Kanoby Ha
cBoem bizhub 200.

Muctep CasepneHg;: [la, A caenan. 3Ta MawMHA NOCTOAHHO MyLWWT.

Kpuc: A xoten 6bl B3rnAHyTb Ha MalLMHY, C3P.

MwucTep CasepneHpg: Bbl 3HaeTe, 4TO A Kynua 3Ty MallMHY TOIbKO HeAe o Ha3aa?

Kpuc: A caenato Bce BO3MOXKHOE, 4TODbI pa3obpaTbecsa B NpobaemMe Kak MOXKHO bbicTpee, cap.
Mwuctep Casepnena: BoiacH1Te npobaemy? Tam He A01KHO ObITb Npobaembl BOObLLE ... BEPHO?
Mwuctep Caszepnena: Kak s mory addeKTMBHO ynpasiAaTb CBOMM BM3HECOM C MOMOLLIbHO TaKOro
obopyaoBaHuAa?

Kpuc: Cap, A npoBepuna MallMHy 1 NpPOoM3BEN HACTPOMKY. [103BOIbTE MHE NPOBEPUTL 3TO, YTODbI
NPOBEPUTb €elLlle pas.

Muctep CasepneHg: Xopolwo. Bbl yBepeHbl, YTO HET HUYEro MI0Xoro?

Kpuc: a ysepeH, cap.

Mwuctep CaszepneHa: Xopollo, Toraa. A AeMCTBUTENbHO HE XO4Y NepeXmnBaTb 3TO CHOBA.

Kpuc: A npouwy npouieHua 3a npobnaemy, cap. Cnacnbo 3a Balle Bpema. [1oxKanyncra, nante MHe
3HaTb, €CAM Y BaC eCcTb Apyrme npobnemol.

Mwuctep CasepneHa: Xopowo.

Yepes Heaento Ta ke npobaema CHOBa BO3HMKAET C MaLLMHOM. KpKc, TEXHUK, OTBEYaET Ha
*anoby r-Ha CazepneHaa.

MwucTtep CasepneHa: Bbl cka3zanu B NPOLLUAbIA pa3, YTO UCNPaBMAM 3TO? Bbl caenanmn napimnsyro
paboTy.

Kpuc: Cap, MHEe HYXKHO elle pa3 B3r/IAHYTb HA MaLUMHY.

Mwuctep CasepneHa: OnaTts? 3ayem?

Kpuc: MHe Hy»KHO onpeaennTb npobnemy, cap.

Muctep CasepneHA: 370 He TO, YTO A OXKMAAK OT COBEPLUIEHHO HOBOM MaLUMHBbI! Tbl XOTb
npeacTaBanellb, CKObKO MHE CTOUT 3Ta MallnHa? M noyemy B NepByto oyepenb A0MKHa ObiTb
npobnema?

Mwuctep CaszepneHa: Bbl XOTb NpeAcTaBAAeTe, Kak 3TO BANAET HAa MO BM3Hec? ITO TO, YTO A
NO/MKEH OXMAATb OT HOBOM MaLLMHbI?

Kpuc: Y Bac ecTb BCe NPUYMHbBI PACCTPaMBaTbLCA, CIP, M A NPOLLY MNPOLLEHMA 33 HENPUATHOCTU.
dTa MallMHA OYeHb HaZleXKHbIM NPOAYKT. HO nMHoraa HeobxoAMMO HEMHOIO NOACTPOUTL €rO,
4TOObI NONYYMUTb ONTUMANbHYO NPON3BOAMUTENBHOCTD.

Muctep CasepneHa;: A nosepto B 3TO, KOraa yBUKyY 3TO.

Kpuc: npobnema 6bina pelleHa, cap. Moyemy 6bl Bam He nonpoboBaTb cAeNaTb KOMMIO, YTOOLI
npoBepuTb cebsn’?

Mwuctep Caszepnena: Xopouwo. A byay ctapaTbea.

Kpuc: A Takke npoBepua Apyrme 4acTu MalmnHbl, 4Tobbl Y6eanTbea, YTO Y BaC HET ApYyrmx
npobnem.

Mwuctep CaszepneHa: Y Bac ectb? Hy, 4To K, cnacunbo.

Kpuc: HeT npobnem, cap. 310 moa paboTa. A cBAXKYyCb C Bamu Yepes Heaento, YTobbl y3HaTb, BCe
v paboTaeT TaK, Kak A0/XKHO ObiTb. XopoLwero AHS.

Mwuctep Caszepnena: Cnacmbo. A 4onxKeH NpU3HATLCA, Bbl ObIM MONHOCTBIO NPOGECCUOHANbHDI.
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Let's revisit some frames of the conversation to see what Chris did right, and how he managed
to salvage the situation and turn the customer around.

What did Chris do right?

After greeting the customer politely and introducing himself, notice how Chris remains calm and
let's the customer speak. He uses his nonverbal communication skills to help him deal with the
upset customer.

Click each frame to learn more.

[aBaiTe BEpHEMCA K HEKOTOPbIM pamKam beceabl, YTobbl yBUAETL, YTO Kpuc caenan
NPaBUAbHO, M KaK eMy yAan0Chb CNAcTM CUTyaUMIO M NEPEBEPHYTb KAMEHTA.

YT1o Kpnc caenan npaBuabHO?

Mocne BeXNMBOrO NPUBETCTBMA KANEHTA M NpeACcTaBaAeHnA ceba, 3ameTbTe, Kak Kpuc
OCTaeTCA CMOKOMHbBIM, MU NMYCTb KAMEHT roBopuT. OH MCNONb3YeT CBOM HeBepbanbHble
HaBbIKN 0OLLEHNA, YTOObI MOMOYb EMY CMPABUTLCA C PACCTPOEHHBIM KIMEHTOM.
Harkmute Ha Kaxabi Kagp, 4Tobbl y3HaTb bonbLue.



Module 3 - Upset Customers out®™and

ASSOCIATE

Have you any idea howhls is What did Chris do right?

affecting my business?

Is this what | should expect from a This is a crucial phase and a tot depends on Chris'
T TR response - both verbal and nonverbal. Notice how he

remains quiet and let's the customer vent. His facial
expression and body language communicate a sense of
concern to the customer.

What did Chris do right?

This is a crucial phase and a tot depends on Chris' response - both verbal and nonverbal.
Notice how he remains quiet and let's the customer vent. His facial expression and body
language communicate a sense of concern to the customer.

Y10 Kpuc caenan npaBuibHO?

3TO KPUTUYECKNUI 3Tan, 1 pebeHOK 3aBUCUT OT peaKkumn Kpuca - Kak BepbasibHON, TaK U
HeBepbaNbHOW. 3aMeTbTe, Kak OH MOYUT, U NYCTb KNMEHT BbICKaXKeTcs. Ero BbiparkeHue
/ML W A3bIK Tena nepeaatoT YyBCTBO OECMOKOMCTBA KNMEHTY.
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Serving Upset Customers - The Right Way

.;.'."‘..‘......‘ - - LA RN - .
|4r15|| |l || ||16/16|

You have every reason lo be upset sir, and |

;1P°'°9f°fh“°”b'e-l p iy What did Chris do right?
sorlrs\e:lr.;&sm i: :ev;gg&a b?’lng-logne taMe bt b Here, Chris empathizes with the customer. He realizes that
gallopimum) peromancs; the machine is at fault, and apologizes sincerely to the

customer. To assure the customer that he's been taken
seriously, Chris then goes on to explain why the problem
reoccurred using a very simple analogy.

Although Chris is aware that this particular new ADF can be
problematic and can require multiple adjustments, it is not
something the customer needs to hear as it will only make
him more upset. Also, this may not be the case n this
situation. Appropriately, Chris does not provide this
information to the customer.

What did Chris do right?

Here, Chris empathizes with the customer. He realizes that the machine is at fault, and
apologizes sincerely to the customer. To assure the customer that he's been taken seriously,
Chris then goes on to explain why the problem reoccurred using a very simple analogy.

Although Chris is aware that this particular new ADF can be problematic and can require multiple
adjustments, it is not something the customer needs to hear as it will only make him more upset.
Also, this may not be the case in this situation. Appropriately, Chris does not provide this
information to the customer.

Y710 KpUnc caenan npaBuabHO?

3aecb Kpuc conepekmBaeT KamMeHTy. OH MOHMMAET, YTO MallMHA BUHOBATA, M MPUHOCUT CBOM
NCKPEHHWE U3BUHEHUA KNMEHTY. YToObl ybeanTb KNMeHTa B TOM, YTO ero BOCMPUHMMAIOT BCEPLES,
Kpuc 3aTem 06BbACHAET NPUYMHY BO3SHUKHOBEHMA NPOBAEMbI, MCNOb3YA OYEHb NPOCTYHO
aHanoruio.

XoTs Kpuc 3HaeT, YTO 3TOT KOHKPETHbIN HOBbIM A/l MOXKeT BbITb NPOoHAEMATUYHBIM 1 MOXKET
noTpeboBaTb MHOTOKPATHbIX KOPPEKTUPOBOK, KAMEHT HE AO/IXKEH 3TO C/bIWATb, TaK Kak 3TO
TO/IbKO PACCTPOUT ero. Kpome Toro, 3T0 He MOXKET MMETb MeCTO B 3TOW CUTyaLMN.
CooTBeTcTBEHHO, KpUC He npefoCcTaBAAeT 3Ty MHQOPMALMIO KANEHTY.
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Ihave‘ also checlced Ihe olher parts of lhe What did Chris do right?
;nr;cg;;:rt:r':;l;ﬁ"elhatyoumnmhave Chris has already fixed and checked the machine. He asks

the customer to test the machine to help him gain some
confidence. Chris then exceeds the customer's
expectations by checking other parts of the machine. While
doing so, Chris uses all aspects of nonverbal
communication to remain in control of the situation.

H!_‘ You have?Well .. lhanks.

What did Chris do right?

Chris has already fixed and checked the machine. He asks the customer to test the machine to
help him gain some confidence. Chris then exceeds the customer's expectations by checking

other parts of the machine. While doing so, Chris uses all aspects of nonverbal communication to
remain in control of the situation.

Y710 Kpurc caenan npaBuabHO?

Kpuc y»ke nounHnn 1 nposepmn mawmnHy. OH NPOCUT KAMEHTA NPOBEPUTL MaLLMHY, YTOObI
NomoYb emy obpecTn yBepeHHOCTb. Kpmc Toraa NpeBoCXOANT OXKUAAHUA KAMEHTa, NpoBepss

APpYrye 4acTu MalnHbl. Mpu aTom Kpuc Mcnonb3yeT Bce acnekTbl HeBepbaibHOro obLeHns,
4YTOObI KOHTPOIMPOBATH CUTYALMIO.
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Serving Upset Customers - The Right Way

| 4/16 |

1/16 | 12/16 15/16 | I 16/16 I
No problem sir. Ifs myjob. | will gelin touch What did Chris do right?
with aner a weekto see t everylhing's . . . i, ..
mno‘ﬁ'ing as ltshotJd be. Have agooé’ dy. Chris ends the interaction on a positive note by promising

the customer to follow-up. His ability to remain clam and
focused, not get drawn into an argument, and use positive
verbal and nonverbal communication impresses the
customer.

It is now time for Chris to celebrate this customer service
success!

16 /16 Thank you. | must adril, you have
been lhorougtly professional.

What did Chris do right?

Chris ends the interaction on a positive note by promising the customer to follow-up. His
ability to remain clam and focused, not get drawn into an argument, and use positive verbal
and nonverbal communication impresses the customer.

It is now time for Chris to celebrate this customer service success!

Y10 Kpnc caenan npaBuabHO?

Kpuc 3akaH4YMBaeT B3aMMOAENCTBME Ha NO3UTUBHOM HOTe, 0bellan KNMeHTy nocneayouee
HabntoaeHue. Ero cnocobHOCTb COXPaHATb CMOKOMCTBME N COCPEAO0TOYEHHOCTb, He
BOB/IEKATLCA B CMOP M MCNOAb30BaTb NO3MTUBHOE BepbanbHoe n HeBepbanbHoe oblieHme
BMevyaTandeT K/IneHTa.

HacTano Bpema Kpucy oTnpasaHoBaTh 3TOT ycnex B 06CNYKMBaHMM KNMEHTOB!



Dealing with difficult and upset customers is an unpredictable task. While interacting with such
customers, you will come across certain issues that need to be escalated to your manager. These
issues can be grouped under two main headings — Equipment/Product related or
Organization/Service related.

Click each heading to learn more.

PaboTa ¢ TpyAHbIMM M PACCTPOEHHbIMM KIMEHTAMM - HENpeaCcKasyemasn 3aaa4va. Obulasch ¢
TaKMMM KNIMEHTAMU, Bbl CTOIKHETECH C ONpeAeeHHbIMM Npobaemamm, KoTopble He06XoaAMMO
CoOBWMTL CBOEMY MeHeaKepy. ITM Npobaembl MOXKHO CrpynNnNMPOBaTh NOA, ABYMA OCHOBHbIMM
3aronoskamu - ObopyaosaHue / MNpoayKT nnm

OpraHusauums / Cepsuc, CBA3AHHbIN.
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Y m Serving Upset Customers - Escalation Issues

' ‘: Equipment/Product Related X

@ Unfavorable comments or remarks about
the machine.

@ Customer damage to the product.

@ Equipment application or installation
issues.

@ Product malfunctions causing customer
dissatisfaction.

(%

Potential problems.

Equipment/Product Related

Unfavorable comments or remarks about the machine.
Customer damage to the product.

Equipment application or installation issues.

Product malfunctions causing customer dissatisfaction.
Potential problems.

O6opyaoBaHue / MpoayKT, CBA3aHHbIN

HebnaronpusaTHbleE KOMMEHTaPUN UM 3aMeYaHMNA MO NOBOAY MaLLUMHbI.
Yuiepb KAMeHTY OT NpoAayKTa.

Bonpockl NpUMeHEHNA MAK YCTaHOBKM 060pyA0BaHMA.

HencnpaBHOCTM NPOAYKTA, BbI3blBatOLLME HEAOBO/ILCTBO KAMEHTA.
[NoTeHUMaNbHbIE I'IpO6fI€N\bI.
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) ‘? Organization/Service Related X

= @ Unfavorable comments or remarks about
* the organization, department, or an
Equipment/Product Related ‘ individual within the organization.

Rude or abusive customers.
@ Biling or credit issues.

@ Sales issues, such as, product and needs
mismatch, additional needs, etc.

Organization/Service Related

| . P @ Required parts/supplies on backorder.

Organization/Service Related

Unfavorable comments or remarks about the organization, department, or an individual
within the organization.

Rude or abusive customers.

Billing or credit issues.

Sales issues, such as, product and needs mismatch, additional needs, etc.

Required parts/supplies on backorder.

OpraHusauus / CepBuc, CBA3aHHbIN

HebnaronpusaTHble KOMMEHTaPUKU MAK 3aMedaHna 06 opraHM3aumm, oTaene AN YeNOBEKe B
opraHu1saumm.

[pyOble UK OCKOPOUTENbHBIE KAUEHTHI.

BUNAWHT UMM KpeaUTHbIe BONPOCHI.

Mpobnembl C Npoaaskamm, TaKMe Kak HECOOTBETCTBME NPOAYKTa U NOTpebHoCTeNn,
[ONONHUTEeNbHbIe noTpebHocTn 1 T. [,

Heobxoaumble aeTtanu / pacxoaHblie maTepuasnbl Ha 3aKas.



Ensure that you escalate all such interactions where a customer threatens you or becomes violent.
Though this is likely to happen on rare occasions, always be on your guard. Here are a few tips
to help you:

. Look out for potentially violent behavior by observing the nonverbal communication of the
customer — body posture, tone of voice, clenched fists, etc.

. Always look for assistance if the customer turns violent. Do not get into a physical struggle
of any kind.

. Tell the customer calmly, yet firmly, that you cannot solve the problem if he/she continues to
behave in this manner; for example, "l want to help you, will you let me?"

Ybeautech, YTO Bbl paclUMpAETe BCe TakMe B3aMMOAENCTBUA, KOrAa KMEHT YrpoXKaeT Bam
MU CTaHOBUTCA HAaCUIbCTBEHHbBIM. XOTS 3TO MOMKET C/IYYNTbCA B PEAKUX C/lyYasx, Bceraa
ByabTe HadyeKy. BOT HECKO/IbKO COBETOB, KOTOPbLIE MOMOTYT BaM:

e CneanTe 3a NOTEHLUMaIbHO HACM/IbCTBEHHbIM NoBeAeHneM, Habatoaas HesepbaibHoe
obLIeHMe KAMEeHTa - NO3Y Tesa, TOH ro/ioca, CxaTble Kynaku 1 T. [.

* Bcerga obpallanTech 3a MOMOLLBIO, €C/IM KIMEHT CTaHOBUTCA arpeccrBHbIM. He BcTynanTe
B pun3mnyeckyto bopbby ntoboro poaa.

o CKaXXMUTe KIMEHTY CMOKOMHO, HO TBEPAO, YTO Bbl HE MOXETE peLlnTb Npobaemy, ecim oH /
OHa NPOJO/IKAET BECTU ceba Takum 06pa3om; Hanpumep, «A Xxody MOMOYb Bam, Bbl
MO3BO/INTE MHE?»



You have completed this chapter. As you move forward, keep in mind the following points:

. To successfully serve upset customers, you must look and act professional, be patient, and
believe in your abilities.

. While interacting with upset customers, always remember to take customer frustration
professionally and NOT personally; stay calm and understanding.

. Show empathy and escalate product, organization, and service related issues. Also, escalate
all issues that involve a threatening or violent customer.

Bbl 3aBepwnAn 3Ty rnasy. [1o mepe NpoaBuMKEHUA BNepea UMeNTe B BUAY Cleaytoume
MOMEHTbI:

* Y106bI yCNEewHo 06CNy»KMBaTb PACCTPOEHHbIX KAMEHTOB, Bbl AO/IKHbI BbIrNALETb M BECTU
ceba npodeccMoHanbHO, NPOABAATbL TEPNEHME U BEPUTb B CBOM CMOCOBHOCTMW.

* [1pn 0bLLEHMM C PACCTPOEHHBIMW KNMEHTAMM BCErAa MOMHUTE O TOM, YTODbI
BOCMPUHMMATb pa3oyapoBaHmMe KAneHTa npodeccnoHanbHo, a HE anuHo; coxpaHan
CMOKOWCTBME N MOHMMAHME.,

* [posBNANTe COYyBCTBME M 0OOCTPANTE NPOBAEMbI, CBA3AHHbIE C MPOAYKTOM,
opraHusaumen n obcnykmsaHnem. Kpome toro, oboctpute Bce npobnemsbl, CBA3aHHbIE C
Yrpo30W UAM HaCUIMEM CO CTOPOHbI KMEHTA.
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After completing this chapter, you will be able to:
. Identify when you are becoming too stressed.
. Reduce your stress on the job to a healthy level.

Mocne 3aBepueHnA 3TOW rNaBbl Bbl CMOXKETE:

° Onpep,enMTe, KOraa Bbl CTaHOBUTECH CZIMLLKOM HaMNpPAXEeHHbIM.

* YMeHblLMTe CTpecc Ha paboTe 10 3,0pOBOro YPOBHS.
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Stress is an unavoidable part of customer service for both you and the customer. A limited amount of
stress is normal and also healthy. However, dealing with challenging situations can cause you too
much stress and take a lot out of you.

To do your job well, you must enjoy it. Not controlling stress appropriately can cause it to elevate,
taking the joy out of work, and making you less effective and more irritable.

CTpecc ABNAETCA HEOTbEMIEMOM YaCTbio 0OCNYKMBAHUA KAMEHTOB KakK A1 Bac, Tak U A4
KnneHTa. OrpaHnMYeHHOe KOAMYECTBO CTPecca ABAAETCA HOPMabHbIM U 3J0POBbIM.
OfHaKo paboTa B COMKHbIX CUTYaLMAX MOMKET Bbl3BaTb Y BaC C/AMLLIKOM MHOrO CTpecca U
OTHATb Yy BAaC MHOTO CUA.

YT06bI XOPOLLO BbIMOAHATL CBOKO PaboTy, Bbl AO/XKHbI HACNAKAATbCA et0. HenpaBMabHbIN
KOHTPO/b HaA, CTPECCOM MOXKET NMPUBECTU K €ro YCUAEHMIO, INLWEHUIO PaA0CTN OT PaboThl
N CHUNKEHMIO 3PPEKTUBHOCTM U Pa3apaXKNTENbHOCTHU.



Stress becomes a problem when it becomes excessive and difficult to cope with. Identifying that
you are stressed is the first step towards managing stress.

Let's take a look at some common stress identifiers. Psychological

Body Language ’ An.XIeW
. ) . . Irritability
. Clenching of fists or jaw . D g
. Shortness of breath epression
. . Anger

. Trembling or tensed muscles
. Boredom

. Sweaty palms —

. . Reduced motivation

Physical .
Behavioral

. Headache . -

Eati . Decrease in productivity

. atigue L
. Lack of initiative

. Sleep problems .

. Change in appetite . Inability to concentrate
. Lack of enthusiasm
. Indifferent attitude
. Hostility

CTpecc CTaHOBUTCA I'IpO6/'IeIV\OVI, KOrga oH CTaHOBUTCA Mcuxonormyeckuii

YpesmMepHbIM U C HUM TPYAHO CNpPaBuUTbLCA. BblsasneHne
cTpecca - 3TO NepB.bIl War K yNpaBAeHMO CTPECCOM.
[aBaiTe NnOCMOTPUM Ha HEKOTopble obLume
naeHTUdUKaTOPLI CTPecca.

¢ becnokoicTeo
® Pazapa*knTenbHOCTb
e [lenpeccua

e Anger
A3bIK Tena « Ciyka
e CkaTue KY/1aKOB U1 YeTKOCTH o CHUMKEHME MOTMBaLMUY
e CHMBYMBOE AbIXaHNe MoBeaeHyecKil

® 1POXKAHME NN HAaNPAKEHNE MbILLL,
® MOTHbIE N3aJ0HM

dusnyeckui

e [on0BHas 60/1b

® YCTaNnocTb

* Npobiembl CO CHOM

* /I3ameHeHWe anneTunta

® CHUXXEeHWe NpPon3BOAUTENBHOCTH
® OTCYTCTBME MHULIMATUBDI

® HecnoCcobHOCTb COCPEAOTOUNTLCA
® OTCYTCTBME 3HTy3Ma3Ma

e He3pas3IMYHOe OTHOLLEHME

® BpakaebHocTb




Reducing stress levels is a two-part process. First, recognize that certain aspects of your job will
cause stress; machines will break and customers will get upset. Second, recognize your personal
stress signals such as, an increased heart beat, tensed shoulders, or a clenched jaw, and force
yourself to do the opposite.

Doing this will help you to anticipate situations better and effectively control your emotional reactions
thereby reducing unnecessary or self-induced stress.

CHUEeHMe YPOBHA CTPecca - 3TO NPOLECC, COCTOALLMN M3 ABYX YacTel. Bo-nepBsbix,
OCO3HaWTe, YTO onpeaeNeHHble acneKTbl Balle paboTbl BbI3OBYT CTPECC; MALLMHbI
CNIOMAtOTCA U KNMEHTbI ByyT paccTpoeHbl. Bo-BTOpPbIX, y3HalTe BallM NepcoHa bHble
CUTHaNbl CTPEecca, TakMe Kak yyalleHHoe cepaLebueHne, HanpaKeHHble Nae4m nam
CTUCHYTble YetoCTH, U 3acTaBbTe ceba caenatb obpaTHoe.

3TO NOMOXKET BaM /ydllie NpeasuaeTb CUTyaUmm U 3bOEKTUBHO KOHTPOIMPOBATL CBOU
3MOUMOHAIbHbIE PeaKLMM, TEM CaMbiM YMEHbLLIAS HEHYXKHbI MM BbI3BAHHbIM CAMUM
cobo cTpecc.



Here are a few tips, with examples, to help you control your emotional reactions better and
reduce stress.

¢ It has been said before, and it is important enough to be said again - take all challenging

situations professionally and NOT personally.

e Be aware of the factors that you cannot control - don't let them bother you.

¢ Identify your personal stress triggers and prepare in advance.

¢ Monitor your self-talk - think positive, act positive, and Stay positive.

o Politely excuse yourself from stressful situations when you sense you are losing control.

BOT HECKO/IbKO COBETOB C MPUMEPaMM, KOTOPbIE MOMOrYT BaM Syylle
KOHTPOAMPOBATb CBOM IMOLIMOHAIbHbIE PEAKLIMN N YMEHbLLINUTL CTPECC.

- 9TO ObINIO CKa3aHO paHee, 1 3TO A0CTAaTOYHO BAXKHO, YTOObI ObITb MOBTOPEHHbIM -
NPUHMMaNTE BCe CNOXKHbIE CUTYaLMK NpodeccoHanbHo, a HE nnyHo.

- 3HaNTe 0 GpaKTopax, KOTOPbIE Bbl HE MOXKETEe KOHTPOIMPOBATL - HE NMO3BONANTE UM
H6ecnokouTb Bac.

- OnpeaenuTe BallM INYHbIE CTPECCOBbIE CMYCKOBbIE MEXaHW3Mbl M NOATOTOBLTECH
3apaHee.

- KOHTpOAMpYITE CBOM Pa3roBopbl C CaMmMm coboi - AymaiTe NO3UTMUBHO,
[encTBymTE NO3UTUBHO M OCTaBalTECh MO3UTUBHO.

- BexknnBo ocBoboanTe cebs OT CTPECCOBbLIX CUTYyaUMI, KOraa Bbl YyBCTBYETE, YTO
TepsieTe KOHTPO/b.



Y = Reducing Customer Service Stress -
Reducing Stress Levels: Control Your Emotional Reactions

@ It has been said before, and it is important

@ Identify your personal stress?ggers and
prepare h advance. I

@ Monitor your self-talk - thmﬁ positive; act

positive, and stay positive Example
@ Politely excuse yourself from N stressful sTuatlons
Example

when you sense you are losing control \
) )

Example

not me.

enough to be said again - take all challenging ’:
situations professionally and NOT personally. . Examptet1--=-

@ Be aware of the factors that you canrfot contra' - I
- don't let them bother you. [ Example ' This is about business,

/l
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Y = Reducing Customer Service Stress - )
Reducing Stress Levels: Control Your Emotional Reactions

@ it has been said before, and it is important
enough to be said again - take all challenging <
situations professionally and NOT personally. ¢Exampleol

@ Be aware of the factors that you cannot control A
- don't let them bother you. I cannot control that this repair is not X

@ Identify your personal stres and | covered in their service contract, but |
prepare in advance. | Example | | can be empathetic.

@ Monitor your self-talk - think positive, act
positive, and stay positive. | Example |

@ Politely excuse yourself from stressful situations //‘

"
when you sense you are losing control. | Example | Example | W l

- —
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Y = Reducing Customer Service Stress -
Reducing Stress Levels: Control Your Emotional Reactions

@ |t has been said before, and it is important
enough to be said again - take all challenging
situations professionally and NOT personally. |Eam;le |

@ Be aware of the factors that you cannot control &
- don't let them bother you. | Example | ’ ‘
@ Identify your personal stress triggers and P / s ’; E
prepare in advance. | exanple [------ .| Iwill not tense up if Mr. Smith yells at me.
@ Monitor your self-talk - think positive, act
positive, and stay positive. | Bample | |
@ Politely excuse yourself from stressful situatio
when you sense you are losing control. ”E_x-a-mpm,!-_'-!"'-'_— S 7- j I e “"T'.‘-‘-ﬁ""ﬁf

X
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Reducing Stress Levels: Control Your Emotional Reactions

@ I has been said before, and it is important
enough to be said again - take all challenging N
situations professionally and NOT personally. ¢Exampesl

@ Be aware of the factors that you cannot control P
- don't let them bother you. | Example I 4 ol ’_‘

@ Identify your personal stress triggers and | | can make this situation better. Iwill not =X
prepare n advance. | Example | | take it personally.

@ Monitor your self-talk - think positive, act
positive, and stay positive.

@ Politely excuse yourself from stressful situations /’/
when you sense you are losing control. | Example |

‘a :'l
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Reducing Stress Levels: Control Your Emotional Reactions

@ | has been said before, and it is important

enough to be said again - take all challenging -~
situations professionally and NOT personally. ¢Exampes
@ Be aware of the factors that you cannot control &~ R =
sl ™ =~

- don't let them bother you. | Example | = 5 ) -
A T | Please excuse me while | referto some X
@ Identify your personal stress triggers and documentation outside in my car.
prepare in advance. | Example | | '

@ Monitor your self-talk - think positive, act
positive, and stay positive. | Example | \

@ Politely excuse yourself from stressful situations
when you sense you are losing controI.I Example !-7','




Other than controlling your emotional reactions, there are other things that you can do to keep
stress levels in check.

Know Your Options

Not knowing what to do during difficult situations can cause a lot of stress. Ensure that you know the
organizational stand on issues related to your job. Be aware of the authority you have and the
decisions you can and cannot make. This will increase your confidence and help you to control difficult
customer interactions.

Network with Co-workers

Seek and give support to your co-workers. This sharing of knowledge and experience is extremely
valuable. It helps you to predict customer behavior more accurately and stay on top during customer
interactions.

Celebrate

Celebrate a job well done. Celebrating customer successes will help you to stay positive, motivated,
and confident. Also, balance your life by making time for other interests that you have.

MOMMMO KOHTPO/IA BALLMX SMOLMOHA/bHbIX PeaKkLMi, eCTb U APYrie BeLLM, KOTOPbIE Bbl MOXKETe caenaTb, YTobbl
KOHTPO/IMPOBaTb YPOBEHb CTpecca.

3Hali CBOM BapuaHTI

HesHaHMe TOro, YTo AenaTb B TPYAHbIX CUTYALMAX, MOXKET Bbl3BaTb MHOTO CTpecca. YbeanTech, 4To Bbl 3HaeTe
OpraHM3auUMOHHYI0 NO3MUMIO MO BOMPOCaM, CBA3aHHbIM C Ballei paboTol. 3HaiTe 0 CBOEM BNACTU U pelleHusX,
KOTOpPbIE Bbl MOMKETE W HE MOXKETE MPUHMMATb. ITO NOBbICUT Ballly YBEPEHHOCTb M MOMOXKET BamM
KOHTPO/IMPOBATb C/IOMKHbIE B3aMMOAENCTBUA C KIMEHTAMM.

CeTb ¢ KONNEeramm

NuwmTe 1 nogaepKMBaiTe CBOMX Kosner. 3ToT 0bMeH 3HaHMAMM 1 OMbITOM YPE3BblYAMHO LEHEH. ITO MOMOXKET
Bam Hos1lee TOYHO NPOrHO3MpPOBaTb NOBEAEHME KIMEHTOB M OCTaBaTbCA Ha BEPLLUMHE BO BPEMS B3aMMOAENCTBUA
C KNMEHTaMU.

MNpasgHoBaTh

OTnpasHyliTe XOpOoLO BbINOAHEHHYO paboTy. [pa3gHoBaHME YCNEXOB KAMEHTOB NMOMOXKET BaM OCTaBaTbCA
NO3UTMBHbBIMUW, MOTUBMPOBAHHBIMW U yBEPEHHbIMM B cebe. Kpome Toro, cbanaHcMpyimTe CBO XM3Hb, yaenas
BpemMA APYrMm MHTEpecam, KOTOpPbIE y Bac ecTb.



You have completed this module. As you move forward keep in mind the following points:

. Stress is an unavoidable part of customer service and causes problems when it becomes too difficult to
cope with.

. Recognize stress signals to manage your work related stress more effectively.

. Control your emotional reactions to reduce unnecessary stress.

. And Celebrate! customer service successes.

Bbl 3aBepLLIMAN 3TOT MOoAY/b. [To Mepe NpoABMKEHMA BNEPEa MMENTe B BUAY Ceayrolme
MOMEHTbI:

e CTpecc ABNAeTCA HeEN3HEKHOM YacTblo 0OCNYKMBAHMA KAMEHTOB M BbI3blBAET NPOH6AEMDI,
Korga c HUM CTaHOBMTCA CAMLLKOM TPYAHO CNPaBAATbLCA.

e PacnosHaBaHue cuUrHanoB ctpecca ans bonee adbeKTUBHOIO yNpaBaeHNs CTPECCOM,
CBAI3aHHbIM C paboTOoN.

e KOHTPONMPYMNTE CBOM SMOLIMOHAbHbIE PeaKLMK, YTODObI YMEHbLLNTb HEHYMKHbIN CTpecc.

e I npasaHoBaTh! ycnexm B 06CNY»KMBAHUM KAMEHTOB.
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Congratulations! You have reached the end of this course.

Use the concepts you have learned to polish your customer service and communication skills, and
build better customer relationships.

While dealing with difficult customers, try to see their point of view. Stay calm and take customer
frustration professionally, not personally.

Remember, to your customers, you are the organization.

We hope you enjoyed this course and look forward to meeting you at the next web-based training!

MNo3apasnadaem! Bbl 4OCTMIIM KOHL@ 3TOrO Kypca.

Mcnonb3yinTe KOHLEMNLUMM, KOTOPbIe Bbl Y3HaAW, YTOObI YYYLINTb CBOM HABbIKM
0BCNYKMBAHNA KNTMEHTOB N ODOLLEHMSA, @ TaKXKe MOCTPOUTb JIyYLME OTHOLIEHMA C KANEeHTaMM.

Mimes oeno c TpyAHbIMKU KAMEHTaMK, MOCTapanTech yBMAETb UX TOUKY 3peHua. CoxpaHanTe
CMOKOWCTBME 1 BOCMPUHMMANTE pa3oyapoBaHmMe KAMeHTa NpopeccMoHanbHo, a He IMYHO.

[MOMHUTE, YTO 414 BALLMX KJIMEHTOB Bbl ABNAETECH opraHm3au,v1el?1.

Mbl HaZeemcs, YTO Bam NMOHPABU/ICA 3TOT KYPC, U C HETEPMNEHNEM KAEM BCTPEYM C BAMU Ha
cneaytouem seb-TpeHuHre!
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