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Customer Service - The Fundamentals
Overview: This workshop is an overview of different techniques to better your customer service skills when working with many different facets of the community. This workshop also discusses guidelines for proper phone etiquette, how to work with irritated customers, and stress relief techniques for use when feeling overwhelmed at your workstation.
Workshop Details/Topics:

The Only Unbreakable Rule:

· You are the Organization. 

· Customers do not distinguish between you and the organization. 
Customer Service Means:

· Doing ordinary things extraordinarily well.

· Going beyond what’s expected.

· Adding value and integrity to every interaction.

· Being at your best with every customer.

· Discovering new ways to delight those you serve.

· Surprising yourself with how much you can do.

· Taking care of the customer like you would take care of your grandmother. 
Rater Factors:   Customers evaluate service quality on five factors

1. Reliability - Ability to provide what is promised, dependably and accurately. 

2. Assurance - The knowledge and courtesy you show to customers, your ability to convey trust, competence, and confidence. 

3. Tangibles - The physical facilities and equipment, and your own (and others') appearance. 

4. Empathy - The degree of caring and individual attention you show customers. 

5. Responsiveness - The willingness to help customers promptly. 
The Following four tips for providing service recovery increase customer loyalty.

1. Act quickly 

2. Take responsibility 

3. Be empowered 

4. Compensate 
Total Hours and/or number of sessions:   3 hours
Meet Your Presenter: Brad Grabham:  I am a husband, father, son, brother, teacher, athlete, and general extrovert. 

In May 2008, I completed a Master of Science in Information Media. My concentration is on instructional design and training. I have been working as the Technology Training Coordinator for St. Cloud State University since 2005. 

My background is in education. After receiving my Bachelor of Science in Education from Indiana University in 1996, I spent eight years teaching Middle and High School history, economics, civics, and special education in Minnesota's Edina, Bemidji, and Big Lake Public School systems. I spent fourteen years coaching swimming and diving in Minnetonka, Wayzata, Edina, and Bemidji, Minnesota. I also spent some time coaching at the Olympic Training Center in Colorado.
Location: 

The seminar can be held at on the St. Cloud State University Campus.  Parking is easy using our new parking ramp!
A confirmation letter, map and other details materials will be mailed or emailed to all registered participants. 

Call Tammy at 320-308-4252 or Email:  tjanhaltwarner@stcloudstate.edu if you  have questions.
Date:  We are currently taking preregistrations at this time.  Please contact Tammy at tjanhaltwarner@stcloudstate.edu or 320-308-4252 

A confirmation letter, map and other details materials will be mailed or emailed to all registered participants. 

Fees:   The registration fee is $79.00 per person.
Customized Corporate Education
The Center for Continuing Studies invites inquiries from businesses and organizations throughout the State of Minnesota regarding targeted programs specific to individual needs.  

If you or your business is interested in having a training package designed for your needs, contact:

 Gail Ruhland 
Director of Training 
St. Cloud State University, Center for Continuing Studies 
(320) 308-5759 or gmruhland@stcloudstate.edu 
Tammy Anhalt-Warner

Assistant Director of Training

St. Cloud State University, Center for Continuing Studies
(320)308-4252 or tjanhaltwarner@stcloudstate.edu 
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