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The 3rd DVD in the Professional Development Series 

“Advanced Customer Service”

*Segment I – Introduction –




Learn what your customer wants 




Listen




Ask the right questions




Acknowledge & Empathize




Explain what you will do




Follow-up


*Segment II – When the customer is right 




Over-rings




Long Holds




Incorrect dispatching




Over charging




Failure to respond




More

*Segment III – When the customer is wrong




The customer’s caller lied




Overcharging accusation




Common sense (isn’t common)




You followed directions




Racism




Verbal Abuse




More

*Segment IV - Guiding Agents so they don’t create problems




Your agents should know that they must Never say…




We’re shorthanded




We’re having technical problems




I don’t know WHY the agent who took this message didn’t ask 




Press Kits ~Company Spokes person & MUCH MORE  
