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MODULE 1

Introduction

Training Notes

What you need to say/do

1. Welcome participants to the Customer Service Training for Child Support Enforcement Workers course.  Explain to participants that the Office of Child Support Enforcement (OCSE) developed this training course to meet the ongoing customer service needs of staff.

2. Review the Introduction on the facing page.

3. Display PowerPoint Slide 1-1: Introduction.

What you need to know

1. It will take approximately one hour and thirty minutes to complete this module.

2. Equipment, supplies, handouts, and PowerPoint slides you will need for this module are listed below.

3. This course uses PowerPoint presentations.  PowerPoint is just one of many software products that can be used in training presentations.

4. This training is very participative and interactive and can be delivered without using the PowerPoint presentation if the room where the training is to be held does not lend itself to using the PowerPoint presentation or overheads (e.g., if lighting is not correct, screen is not available, etc.).

Equipment/Supplies

	· Personal computer

· LCD projector and screen

· PowerPoint slides

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

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

· Masking tape
	· Attendance roster and name tents

· Trainer Guide

· Participant Guides (including Appendix with handouts)

· Large size sticky note pad

	Handouts

· 1–1 Customer Service Training Evaluation Form 
	

	PowerPoint Slides
	

	· 1–1 Introduction – Module 1

· 1–2 Introductions

· 1–3 Target Audience

· 1–4 Administrative Tasks

· 1–5 Summary
	


MODULE 1 - Introduction 
Time: 1 Hour 30 Minutes

1.1 
INTRODUCTION – MODULE 1
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Introduction

Module 1


Customer service can be either a positive influence or a destructive force for the Child Support Enforcement Program.  Child Support Enforcement workers represent the first contact the customer has with the agency and this is where the customer’s opinion of an agency is formed.  The Child Support Enforcement workers are a critical factor to program success and there is a demonstrated need for effective training in the customer service area.

The goal for this course is to provide comprehensive customer service training to Child Support Enforcement workers who are responsible for handling customer situations.  This training will equip them with practical tools to improve their customer service skills and attitudes.

This course is interactive and we welcome your participation.  This is an opportunity to exchange experiences and learn from each other before returning to our respective offices.

Training Notes

What you need to say/do

1. Introduce yourself, including your background and training experience.

· Tell participants how long you have been a trainer.

· Identify the types of training you have done.

· Describe any work experiences you have had that relate to this training.

2. Relate an interesting/humorous training experience (this helps to relax participants).

3. Refer participants to the questions listed on the next page.

· Ask participants to form pairs and conduct five-minute interviews with each other.  Participants may write the information on the Training Notes page or on a separate piece of paper.

· At the end of the interviews, each participant should introduce his/her partner to the class using the information obtained in the interview.

· Use the flipchart to list participants’ expectations of the course.  Tape flipchart pages on the walls.  (If some participants state expectations that are not part of this course, refer them to other resources.)  As appropriate, affirm that it sounds like they are here for all the right reasons.

4. Display PowerPoint Slide 1-2: Introductions.

What you need to know

1. Allow approximately 30 minutes for the introductions.

2. Regarding the flipchart developed in #3 above:  At the end of the course, you will review these flipcharts to see if participants’ expectations have been met.

3. The first 30 minutes of the first day of training are very important.  This is when participants begin to form opinions of the trainer and the training course.  The trainer needs to establish a climate that makes participants comfortable, relaxed, and eager to learn.  One way of accomplishing this is to conduct a warm-up exercise.

4. This warm-up exercise is a tool used to learn a little about each participant.  All of the information gathered in the exercise can provide the trainer with information that may be useful in the delivery of other activities and exercises.  For example, whether or not a participant is attending the training by choice may indicate his/her receptiveness to the course.  If a participant has chosen to attend, then he/she probably has an interest in the subject.  If a participant was required to attend by supervisory or agency mandate, it may be more of a challenge (and definitely something to keep in mind) to convince him/her that the training will be beneficial.

5. Start modeling good listening skills.  We will cover listening skills in Module 3: Communication Skills.

1.2
Warm-up Exercise
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Introductions


Participants will complete a warm-up exercise to become familiar with each other and the trainer.  Participant introductions will be conducted as part of this exercise.

Team up with an individual you do not know.  Take turns asking each other the following questions.  It should take approximately five minutes for each set of questions.  After you have interviewed each other, you will introduce your partner to the large group.

Questions:

1. What is your name?

2. What is your place of employment?  How long you have been with Child Support Enforcement and what are your areas of responsibility?

3. What are your expectations of the course?  What is one question that you hope to get answered during this class?

4. Tell us one fun thing that you like to do on weekends?
Training Notes

What you need to say/do

1. Display PowerPoint Slide 1-3: Target Audience.

What you need to know

1. The entire curriculum can be covered in two days for up to a maximum of 20 participants.

2. It is important to understand that the target audience is all Child Support Enforcement workers.  There is a misconception among some Child Support Enforcement workers that customer service relates to someone else.

3. The curriculum can easily be adapted to state-specific use and policy, enabling trainers to tailor the material to meet a specific audience’s educational needs and interests. 

1.3
target Audience
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Target Audience


The primary target audience for this training is Child Support Enforcement workers. 

 Training notes

What you need to say/do

1.   Display PowerPoint Slide 1-4: Administrative Tasks.

2.   Review the training schedule, facility layout, and administrative tasks with        participants.

3.  Advise participants to be considerate of others and turn off beepers and cell phones.

4.  Tell participants that the training manual format in most modules is similar.  Ensuring the same “look and feel” from module to module helps the participants to become more familiar and comfortable with the training material.

5.  Demonstrate the use of the manual by telling participants to turn to specific page           numbers as you describe those sections, modules, and pages.

What you need to know

1. It is important to review the training schedule, facility layout, and administrative tasks with participants.

2. The trainer’s manual has extensive “Training Notes” on the left-hand side (that is, the even number/back pages), as shown here.  To create participant manuals, you would delete the notes from these pages, but leave the page and the heading “Training Notes.”  This will provide a blank space for participants to take notes during training (and it will also ensure that the page numbers in the trainer and participant manuals stay the same).

3. The “Training Notes” pages have been designed to provide information and instructions and to be used as a guide for the trainer.  These pages are divided into two sections: “what you need to say/do” and “what you need to know.”  These sections provide information such as:

· Instructions for displaying audio visual aids (PowerPoint, Flipcharts, etc.)

· Information that is important for the trainer to know when discussing a specific subject or task

· Suggested timeframes for modules and exercises

· References to other modules and to reference material

4. At times, you may find the “Training Notes” section blank.  This is an opportunity for you to write your own notes in preparation for delivering this training course.

1.4
ADMINISTRATIVE Tasks
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Administrative Tasks

•

Hours

•

Locations

•

Emergency Phone

•

Parking

•

Smoking Policy

•

Attendance Roster

•

Name Tents

•

Training Manuals


The trainer will review the following with the participants.

	· Class hours 

Breaks 

Lunch (start time and duration)

· Lunch/snack facilities

· Location of:

Restrooms

Water fountains 

Telephones

Emergency exits


	· Emergency phone number

· Parking

· Smoking policy

· Attendance roster

· Name badges or name tents

· Training manuals


TrainING Notes

What you need to say/do

1. Discuss the Training Agenda (on the next page) with participants.

2. Tell participants that the times on the schedule are approximate and intended as a guide. 

3. Provide participants with an overview of the objectives for each module as you go over the Training Agenda:

· Module 1: Introduction:  Participants will become familiar with each other and learn course goals and objectives.

· Module 2:  Concepts of High-Quality Customer Service:  Participants will identify Child Support Enforcement customers, define effective customer service within the Child Support Enforcement community, identify the most common barriers to providing high-quality customer service and identify and describe the benefits of delivering effective customer service.

· Module 3:  Communication Skills:  Participants will identify characteristics of effective listening skills, identify the barriers to active listening, and explain the importance of effective listening in providing high-quality customer service.

· Module 4:  Winning Telephone Techniques:  Participants will describe the unique challenges associated with providing effective customer service to telephone callers, and identify the strengths and weaknesses of their telephone styles and techniques.
· Module 5:  Strategies For Handling Difficult Customers:  Participants will identify methods for diffusing customer anger or hostility, develop strategies for handling difficult customers, and identify which verbal and nonverbal messages exacerbate a difficult situation and which diffuse a difficult situation.  Participants will identify effective barriers, both physical and psychological, which can increase the safety and security of the worker.

· Module 6:  Summary and Wrap–Up:  Participants will demonstrate what they have learned in this course.

What you need to know

1. Remember that the times on the schedule are flexible.  Depending on the needs of the class, you may spend more or less time on various modules.

2. Avoid getting into too much detail regarding any of these topics at this time.

3. If participants ask specific questions, remind them that we’re just summarizing objectives here—we will cover everything in detail in the appropriate module.

4. You might also suggest that participants write down any specific questions they have now and then bring them back up at the appropriate time, or you may write the questions down on a flipchart page to return to later.

1.4.1    Training Agenda

Training Agenda

DAY ONE

  9:00 – 10:30
Module 1:  Introduction 

10:30
– 10:45
Break

10:45
– 12:00
Module 2: Concepts of High-Quality Customer Service

12:00
– 1:15

Lunch

  1:15
– 2:30

Module 2: Concepts of High-Quality Customer Service

  2:30
– 2:45

Break

  2:45
– 3:30

Module 2: Concepts of High-Quality Customer Service

  3:30
– 4:00

Day One Wrap-Up and Preview of Day Two

DAY TWO

  9:00
– 10:30
Module 3:  Communication Skills

10:30
– 10:45
Break

10:45
– 11:15
Module 3:  Communication Skills 

11:15
– 12:15
Module 4:  Winning Telephone Techniques
12:15
– 1:15

Lunch

 1:15
– 2:30

Module 5:  Difficult Customers and Situations

 2:30
– 2:45

Break

 2:45
– 3:30

Module 5:  Difficult Customers and Situations

 3:30
– 4:00

Module 6:  Course Summary and Wrap–Up

Training Notes

What you need to say/do

1. Wrap-up Module 1: Introduction with a summary of the “people aspect” of customer service (see following notes).

2. Post a blank flipchart page on a wall that is easily accessible to all participants.

3. Read the instructions under “Wrap-Up:  Group Activity” on the following page to the participants.  Hand out large sticky notes.  Tell participants to form groups of three, preferably with people they do not already know.  Allow approximately 15 minutes for the groups to discuss the issue, write it down on a sticky note pad, and put it on the flipchart.

4. Read the sticky notes as the participants put them on the flipchart.  Tell participants that we will come back to this flipchart throughout the next two days as items are addressed.  If any of the sticky notes address an issue that is outside the scope of the course, attempt to provide information or a resource on the issue.

5. Tell participants that one of the areas that we will explore in this course is how to ensure that others perceive our service as being of the highest quality.  Clearly, it takes more than program knowledge and sharp technical skills to accomplish this.  But, like technical skills, people skills are learned and perfected through practice.  This course will give you the opportunity to develop those skills.

6. Display PowerPoint Slide 1-5:  Summary.

7. Tell participants to turn to the Appendix and review Handout 1–1: Customer Service Training Evaluation Form.  Advise participants that this evaluation form includes a component to evaluate each module individually.  Participants may complete the module evaluations after each module or at the end of the course. 

8. Tell participants that we have now completed Module 1, Introduction.  Ask if there are any questions.

9. After answering the participants’ questions, transition to Module 2:  Concepts of High-Quality Customer Service. 

What you need to know

1. After the administrative tasks have been covered, wrap up the introduction module with a summary of the facet of customer service that involves interactive social skills.

2. Evaluations for each module appear in the Appendix on page 1-5 in Handout 1-1.  The overall course evaluation appears on page 6 of Handout 1-1. 
3. At break time, the trainer should look at the flipchart containing the sticky notes and sort the notes into the appropriate module.  At the end of each module, the trainer should go to the flipchart and pull off the note that has been addressed.

1.5
Summary
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Summary

•

Public Perception


It is usually our ability to interact successfully with people that forms the public’s perception of whether they have received exceptional or poor service from us.  It is this “people part” of the job that we will be dealing with in this course.  As you know, customer service can be either a positive influence or a destructive force for the Child Support Enforcement Program.  It is important to realize that the first contact customers have with the Child Support Enforcement Program will be their perception of the program as a whole.  They perceive you as “the agency” or “program.”  You are the Child Support Enforcement Program.

1.5.1 Module 1 Wrap - Up:  Group Activity
Form groups of three.  Talk about how customer service is delivered in your office.  Are there any problem areas?  As a group, discuss some issues you have encountered or witnessed and decide on one question or scenario that your group would like to see addressed in the course.
· On a sticky note, write down the customer service issue that your group would like to see addressed in this class.  
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