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MODULE 2

Concepts of High-Quality Customer Service

Training Notes

What you need to say/do

1. Remind participants that in Module 1 we talked briefly about how perception, rather than facts and events, shapes a customer’s opinion of the quality of customer service he or she has received.  In this module, we will explore the true meaning of high-quality customer service.

2. Display PowerPoint Slide 2-1: Concepts of High-Quality Customer Service.

What you need to know

1. Allow approximately 3 hours and 15 minutes for this module.

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
	· Overhead projector and screen

· Transparencies

· Attendance roster and name tents

· Trainer Guide

· Participant Guides (including Appendix with handouts)

	Handouts

· 2–1 Customer Service Self Assessment Tool

· 2-2  Self-Talk


	

	PowerPoint Slides

· 2–1 Concepts of High-Quality Customer Service

· 2–2 Learning Objectives

· 2–3 Learning Objectives

· 2–4 Learning Objectives

· 2–5 Individual Activity

· 2–6 Child Support Customers

· 2–7 Internal Customers 

· 2–8 Delivery Points

· 2–9 Customers

· 2–10 Child Support Enforcement – Product


	· 2–11 Group Activity

· 2–12 Effective Customer Service

· 2–13 Effective Customer Service 

· 2–14 Communication

· 2–15 Strategies

· 2–16 Self–Talk

· 2–17 Benefits of Effective Customer Service

· 2–18 Group Activity

· 2–19 Summary & Conclusions


Concepts of high-quality customer service

Time: 3 hours 15 minutes
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Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-2: Learning Objectives.

2. Review the learning objectives for this module with participants.

What you need to know

1. The learning objectives for this module are listed on pages 2–5, 2–7 and 2–9.

Learning Objectives
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Learning Objectives

•

Given a participative lecture, participants will 

identify Child Support Enforcement Program 

customers 

•

Through a group activity and a large group 

discussion, participants

will define effective 

customer service within the Child Support 

Enforcement Program community


The learning objectives for this module are: 

· Given a participative lecture, participants will identify Child Support Enforcement Program customers.

· Through a group activity and a large group discussion, participants will define effective customer service within the Child Support Enforcement community.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-3: Learning Objectives.

2. Review the learning objectives for this module with participants.

What you need to know
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Learning Objectives

•

Given a participative lecture, participants will 

identify the most common barriers to 

providing high

-

quality customer service 

•

Given a participative 

lecture and

in a large 

group discussion, participants will define 

“

self

-

talk

”

and provide both positive and 

negative examples 


· Given a participative lecture, participants will identify the most common barriers to providing high-quality customer service.

· Given a participative lecture and in a large group discussion, participants will define “self-talk” and provide both positive and negative examples.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-4: Learning Objectives.

2. Review the learning objectives for this module with participants.

3. Ask if there are any questions.

What you need to know

1. Throughout this module, or at the end, the trainer should go to the flipchart and check off any sticky notes that have been addressed.
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Learning Objectives

•

Through a large group 

discussion, 

participants

will identify and describe the 

benefits of delivering effective customer 

service. 


· Through a large group discussion, participants will identify and describe the benefits of delivering effective customer service.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-5: Individual Activity.

2. Refer participants to Handout 2-1, Customer Service Self-Assessment Tool in the Appendix.

3. Tell participants to take a few minutes and complete the Assessment Tool.  Advise them that this will not be collected.  This is purely a tool to determine their strengths and weaknesses in the customer service area.

4. Once participants are done with the tool, let them know that each item is addressed in the various modules we will be covering throughout this course.  It is critical to your work to have a self-awareness of the areas on which you need to work as we go through this course.  Briefly highlight the following in the Handout 2-1, Customer Service Self-Assessment Tool:
· Job knowledge.  We will talk more about how critical this is in Module 2.
· Follow-up.  If you promise to call within a certain timeframe, do it.  We will talk about a concept called “Under-promise, over-deliver” later in this module.  A prevalent complaint about the Child Support Enforcement Program is not following through, or not following through, or not following through in the timeframe promised.   
· Customer sensitivity.  We will talk about how important it is to focus on what the customer is feeling, and what he may not be saying.  

· Decisiveness.  Never, never say, “That’s not my job.”

· Impact.  We will talk in this module, Module 2, and in Module 3 about how much of an impact body language plays in communication.

· Initiative.  “Go the extra mile.”  We will talk more about this concept later in this module.  Strive to take action beyond what is being called for by the customer.

What you need to know

1. Allow approximately 10 minutes to complete this activity.

Individual activity
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2.1.1 Customer Service Self-Assessment

One of the most important aspects of delivering high-quality customer service is to know your own strengths and weaknesses in this area.

The Customer Service Assessment Tool is designed to help you assess your strengths and weaknesses with respect to customer service issues.  This is a personal assessment and will not be shared nor collected.  Answer honestly!

Turn to Handout 2-1, Customer Service Self-Assessment Tool in the Appendix.
Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-6:  Child Support Customers.

2. Tell participants that before we can move into a discussion of delivering good customer service in the Child Support Enforcement community, it is important to know who our customers are.

3. Generate a discussion about the customers in the Child Support Enforcement community.  Establish a broad concept that virtually anyone involved with a Child Support Enforcement case is our customer.  Use the examples provided on the following page.  It is important to understand that the dictionary defines the word customer as “a person with whom one has dealings.”

4. Write on the flipchart the people identified as customers.  Make sure that the examples on the next page are included.

5. Discuss the bullets listed on the next page, which describe attributes of our customers.

6. Ask participants: How many of you thought of co-workers as customers?

What you need to know

Who Are Your Customers?
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Child Support Customers

• Who are your customers?

– “A person with whom one has dealings.”


· Customer Service refers to anyone with whom an employee has contact to ensure that Child Support Enforcement services are provided.  Some examples of potential customers include:

· Custodial Parents (CPs)

· Noncustodial Parents (NCPs)

· Dependents (DPs)

· Employers

· Courts

· Other Agencies (IV–A, Sheriff’s Departments, Police Departments, Inter-agency departments, etc.)

· Child Support Enforcement Workers

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-7:  Internal Customers.
2. Discuss the strategies for internal customers listed on the next page.

3. Advise participants that it is critical to understand that our co-workers are our internal customers and, as such, they are entitled to the same respect we would extend to any other customer.  Ask:

· Do you know any co-workers who are very polite to the CPs and NCPs, but you personally dread asking them anything because of their negative treatment of co-workers?

4. This is a good place for group discussion.  Solicit feedback from participants; ask if they routinely view their co-workers as customers.

· Ask for a volunteer (or two) to share an experience with a co-worker that might have had a different outcome if the co-worker was treated as (or treated others as) a “customer.”

What you need to know

1. The treatment of co-workers is an important issue.  Many Child Support Enforcement workers do not comprehend that we have internal customers and they should be treated with the same, or even more, respect.

2. Again, be careful to control discussions at this point, not allowing for an extended “gripe fest.”

Internal Customer Service
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Internal Customers

“A person with whom one has dealings”

– Everyone is your customer 


Developing good working relationships with co-workers is just important as developing productive working relationships with your customers.  You need your co-workers’ help in order to provide good customer service to your agency’s customers.

Everyone in your agency works for the client—either providing direct services or providing support to the people who provide direct services.

2.1.1.1 Strategies for internal customer service:

· Treat all co-workers respectfully.

· Appreciate others’ efforts and tell them.

· Don’t be demanding.  Be polite, and say “please” and “thank you” often. 

· Be sensitive to other people’s responsibilities, workload, and deadlines.

· Make exceptions.  If a co-worker snaps at you or cuts you short, remember that we all have bad days.  Don’t let a bad day interfere with the job you have to do. 

· Everybody makes mistakes.  Stress the positive and avoid the negative.

Training Notes

What you need to say/do

1. Continue to display PowerPoint Slide 2-7:  Internal Customers.
2. Tell participants that the internal customer chain works both ways—sometimes you are the customer and other times you are the provider of service.  For example, a co-worker may come to you for your extensive interstate knowledge of the Child Support Enforcement Program.  Ten minutes later you may seek that same co-worker for his extensive paternity establishment knowledge.

3. Tell participants that by expanding our definition of customers to include our co-workers, we are taking a vital step toward providing excellent customer service.

4. Tell participants that, when dealing with co-workers who have been difficult in the past, we should think about what we can do to improve communications.  

What you need to know
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Internal Customers

“A person with whom one has dealings”

– Everyone is your customer 


· Play by the rules.  Know the person to whom you should turn when there is a problem.

· Don’t go around or over people.

· Say “thank you.”  Everyone wants to feel appreciated.

· Praise others.  If a client thanks you, make sure you share the thanks with others who worked on the case.

· Show that you are part of a team.  Help out your co-workers when you can.  They’ll reciprocate when they can.

· Give credit.  If a co-worker goes above and beyond the call of duty, let his or her supervisor know.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-8:  Delivery Points.

2. Tell participants, now that we have clearly established who our customers are, when during the course of our daily work do we provide customer service?

3. Ask participants if customer service is just talking to a customer on the phone while in the customer service unit.

4. Cover the customer service delivery points provided on the following page.  Ask participants to name other possible delivery points.

5. Tell participants that it is important to recognize that at every opportunity they should attempt to provide effective customer service.  This helps minimize the number of difficult customer service situations they have to encounter.  We will discuss the difficult customer in a later module.

What you need to know

1. It is important to emphasize here that we deliver customer service any time we deal with someone involved in a Child Support Enforcement case.

Customer Service Delivery Points
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Delivery Points

• When do you deliver customer 

service?


You should attempt to provide effective customer service at every opportunity.  This helps minimize the number of difficult customer service situations you have to encounter (we will discuss the difficult customer in a later module).  Remember that the dictionary defines the word customer as “a person with whom one has dealings.”

You deliver customer service every time that you:

· Pick up the phone

· Talk with anyone face-to-face

· Work a case

· Assist a co-worker

· Speak publicly (e.g., at a conference, school, or prison, or to the media or legislature)

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-9:  Customers.

2. Ask participants how delivering customer service to our Child Support Enforcement customers is different from providing customer service in a retail or professional service sector.  Use the items on the following page to help guide the discussion.

3. Remind participants that we just discussed who our customer is, but for this section we are primarily focusing on the CP and NCP.

4. Tell participants that we need to focus on the fact that our customers, in essence, have nowhere else to go (other than pay-for-service agencies) and although there is generally no fee for our service, we need to treat them as customers in every sense of the word.

What you need to know

How Are Child Support Enforcement Customers Different?
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Customers, in the traditional sense, want to buy products or services.  Without them there would be no sales, no business, no paycheck.  The Child Support Enforcement community has an array of customers, including the CP and the NCP.

When we deal with Child Support Enforcement customers, we need to remember:

· Most Child Support Enforcement customers are “captive” audiences.  There is nowhere else for them to go and they will keep coming back until they are satisfied.

· Some of your customers don’t want to be your customers.

· Some of your customers don’t know what they want, or what services are available.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-10:  Child Support Enforcement – Product.

2. Ask participants: What is the product we are selling?  Solicit feedback from participants.  Some examples include:

· Service:  Customers come to your agency when they need a Child Support Enforcement Program service (e.g., paternity establishment, order enforcement).

· Problem Solving:  Customers come to your agency with problems they have had dealing with your agency, and they need help.

3. Tell participants that we know who our customers are, we know why they come to our agencies, and we know what “product” we “sell” -- effective and efficient customer service.

What you need to know

What is the Child Support Enforcement Program “Product?”
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Child Support Enforcement agencies are customer service agencies.  We don’t sell a product, and we don’t repair things—we provide a service.  Customer service is the cornerstone of what we do.  It is our job.

· The Child Support Enforcement product is information and service.  In effect, your product is customer service.  Often, you need something from your customers.

2.1.1.2 Service

· Customers come to your agency when they need a Child Support Enforcement Program service (e.g., paternity establishment, order enforcement, etc.).

2.1.1.3 Problem solving

· Customers come to your agency with problems they have had dealing with your agency, another agency, or the NCP, and they need your help.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-11: Group Activity.

2. Tell the participants to break into groups of no more than three people.  If possible, make sure each group is comprised of people who don’t know each other.

3. Ask each group to write a brief description of an example of bad customer service in their personal lives that they have received or personally seen—the worse the better!  (The example should not be child support related and should exclude experiences at typical places such as Motor Vehicle offices and the IRS.)  Tell the participants to cover the following questions in their descriptions:

· What did the person(s) do or not do that made the experience so awful?

· What should they have done differently? 

4. Once the groups have completed their descriptions, ask them to think about an example of excellent customer service (again, personally, not professionally) that they have received or personally seen.  Solicit comments from participants and write these on the flipchart.  Use one flipchart page for bad customer service and another for good (or excellent) customer service.

5. Once this activity has been completed, tell participants:  Now, let’s see how these customer service examples translate into how we (Child Support Enforcement Program community) provide customer service.

What you need to know

1. Allow approximately 25 minutes for this activity.

2. The point of this exercise is to have participants think about the type of customer service that displeases them and what makes a customer service experience positive.  These examples will be used later when we look at how to deliver customer service in the Child Support Enforcement community.

3. Look for themes such as:

· Following through versus empty promises.

· Passing the buck versus taking responsibility.

· Going “a little further” versus “getting rid of.”

· Friendly greetings versus brusque greetings.

· Promptly returned messages versus “catch me if you can.”

· Willingness to listen versus cutting you off.

What is effective customer service?

2.1.2 Group Exercise

The trainer will provide instructions regarding this group activity.
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Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-12:  Effective Customer Service.

2. Tell participants that now that we have: a) established who our customers are, b) determined when we provide customer service, and c) identified what the Child Support Enforcement product is, now we need to ask: What is effective customer service?
3. Remind participants about the different examples they just gave in the previous exercise where they talked about excellent customer service that they had received.

4. Ask participants if they think of courtesy and respect when they think of customer service in the Child Support Enforcement community.  Write these words on a flipchart.

5. Tell participants that we can all provide superior service on a routine basis, provided that we have fully defined what superior service means and trained our people to deliver it.

6. Tell participants to remember that good customer service is not simply the absence of bad service.  Recognize that the only thing more memorable than good service is bad service.

What you need to know

What Is Effective Customer Service in the Child Support Enforcement Community?
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When addressing customer service, it is important to consider both customer needs and expectations.  Our customers may need paternity established or child support collected, but they expect prompt, courteous, professional service.  Overall, customers want to be treated fairly, courteously and respectfully.  Qualities that promote effective customer service include courtesy, prompt attention, reliability, personal attention, knowledgeable staff, and empathy.

Courtesy and respect are essential elements of exceptional service in any context.  People judge the quality of the service they have received based upon how courteously and respectfully the service provider treated them.

For us to provide exceptional and professional public service, we must recognize that there are two main components to our jobs:

· Tasks – This is our technical ability, job knowledge, and expertise in the Child Support Enforcement Program.

· People – This encompasses our ability to communicate, listen, and be responsive to a person’s needs.  It communicates the sincere desire to participate in a resolution to the person’s problem, and follow through until the outcome is reached.

Training Notes

What you need to say/do

1. Continue to display PowerPoint Slide 2-12:  Effective Customer Service.

2. Ask participants if they think of prompt attention, reliability, personal attention, knowledgeable staff, and empathy when they think of customer service in the Child Support Enforcement community.  Write these words on a flipchart.

3. “No one likes to be treated like a number.”  Unfortunately, one of the first things that comes out of our mouths is, “What is your case number?”  This needs to be followed up with some personal attention.

4. Write on a flipchart:  “Under-promise and over-deliver.”  Tell participants that it is very important not to make promises, especially promises that you cannot deliver.  For example, it would be highly inappropriate to promise that someone else will take an action within a specific time period.

5. Ask participants to think about how they like to be treated.  Tell them to think about their own complaints about poor customer service—at banks, the post office, or other government agencies—all situations where you have no place else to go.  Remember those experiences, and then create for your customer the kind of customer service experience that you want.

6. Ask if there are any other qualities that promote high-quality customer service.

7. Tell participants that they should think of every phone call and letter as if it would be aired on the “60 Minutes” television show.  What steps would be taken to ensure accurate, informative, and empathetic communiqués?

What you need to know

1. Empathy means putting yourself in the customer’s shoes.  It is important that the participants do not confuse empathy with sympathy.  Sympathy would be sharing the feelings or concerns of another.  Empathy means you understand, but don’t necessarily agree.
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Think about ways you can put into practice the effective customer service qualities that have been mentioned.  Consider the following:

· Courtesy – Customers want to feel welcome.  They want to be greeted enthusiastically and made to feel important when getting help.  Anyone providing customer service needs to leave his or her moods and attitudes at the door.

· Prompt attention – Nobody likes to wait or to be ignored.  If someone is waiting, nothing is more frustrating than watching workers engage in idle chitchat or banter.  It tells the customer that he is unimportant to the workers.  At a minimum, the customer wants to be acknowledged by someone, to know that he or she was seen.  Customers want to know that workers respect their time.

· Reliability – If you make a promise, keep it.  If you are unable to provide the service a customer seeks, let the customer know ahead of time.  Do not build false expectations.

· Personal attention – No one likes to feel like a number.  With today’s technology, this is a problem on which we have to focus.  No one wants to know that theirs is just one case among thousands.  Strive to provide personalized service.

· Knowledgeable staff – Customers expect customer service employees to be knowledgeable.  Use your knowledge to help your customer.

· Empathy – Customers want to be understood.  Seek to show your customers that you understand their problems and feelings.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-13:  Effective Customer Service.

2. Introduce the concept of “Go for the thank you.”  If the customer feels she or he was treated fairly and respectfully, that customer may say “thank you” even if the outcome of the interaction is not what he/she wanted.  Consider the “thank you” a sign that you provided high-quality customer service.

3. Engage participants in a brief discussion in response to the “working for tips” question on the facing page.  Write participant responses on the flipchart.

4. Emphasize that high-quality customer service goes beyond providing what is asked for.  One recommendation that has been made is to provide “a little something extra” for the customer.  

· Start thinking beyond the scope of solving the situation.  Think about how else you can help the customer.  What other things have come up in the customer’s conversation with you that indicate other areas in which you could help the customer?  Learn to listen for and recognize these opportunities to build a positive customer relationship.

What you need to know
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2.1.2.1 Thank You

If the customer feels that she or he was treated fairly and respectfully, that customer may say, “thank you” even if the outcome of the interaction is not what she or he wanted.  Consider the “thank you” a sign that you provided high-quality customer service.

· It has been suggested that all customer service front-line workers should have had at least one job where they worked for tips.  How would customer service be different if we worked for tips?
2.1.2.2 Go the Extra Mile

Employees who are trained to know who their customers are and how to exceed their customers’ expectations provide high-quality customer service.

· Anticipate customers’ larger or future needs.  For example, if a customer requests a payment history, and you hear another need in the conversation that is not expressed, provide additional information (brochures, pamphlets, Child Support Enforcement information, local food bank, or social service information, etc.).
Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-14:  Communication.

2. Tell participants that we have talked about how to give quality customer service and what some of the benefits of it are—now we will talk about what prevents us from delivering high-quality customer service.

3. Lead a discussion about perceived barriers to providing effective customer service.

4. Discuss the perceived barriers listed on the following pages.  Solicit other possible barriers from the participants and write them on a flipchart.  Post the flipchart on the wall for the remainder of the course.  The goal will be to learn and practice ways to overcome these barriers. 

What you need to know

1. In the next few pages, we will discuss the barriers to providing quality customer service from two different standpoints—the worker’s and the customer’s.

Perceived Barriers to Providing Effective Customer Service
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Communication


We need to acknowledge that in the Child Support Enforcement business, not everyone we serve will be happy.  The goal is to administer the program properly and enable each person to understand what has happened or what will happen, and why.

Training Notes

What you need to say/do

1. Continue to display PowerPoint Slide 2-14:  Communication.

2. Point out to the participants that barriers can be present on the worker side or the customer side.  Not all barriers to effective customer services are presented by customers.

3. Tell participants that we will look at barriers on the worker side first.

4. Ask for examples of acronyms/jargon used on the job.  The class should be able to rattle off examples very quickly.

5. Tell participants that it may be okay to use acronyms commonly known by most adults—like the IRS or SSA.  If you don’t use the common acronyms, sometimes it can appear that you are talking down to the customer.  You should, however, avoid using acronyms with which the customer is unlikely to be familiar.

6. Advise participants that we not only have to watch the use of acronyms, but the use of child support specific terms as well.  Some commonly used legal terms such as “state of conception” may be misunderstood. 

7. Tell participants that one child support colleague related the following story:

· A caseworker talked at length with an NCP about his arrears.  The NCP was told in detail how his arrears accrued, what income withholding payments were applied to his arrears, the tax refund intercepts and of any other intercepts that had been applied. The caseworker felt satisfied that a clear comprehensive explanation of the NCP’s arrears had been presented.  When the worker asked the NCP if he had any questions, he said, “Yes, why do you keep talking about my rear end?”

What you need to know

1. Worker barriers are continued on the following page.

Barriers - Child Support Enforcement Worker
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Barriers that can be present on the worker side:

· Jargon and/or Acronyms and Legal Terms

· The use of jargon, acronyms and child support specific legal terms is common in the Child Support Enforcement community, but you need to try to avoid this in conversations with customers.  

· Tips to avoid establishing this barrier:

· Call forms by the title printed at the top of the form. 

· Eliminate acronyms from your “public” conversations.

· Don’t refer to your automated system’s screen names/acronyms when talking to the public.

· “Wage withholding” versus “payroll deduction”—which is an NCP most likely to be familiar with?

· “EFT” or “Direct Deposit”—which is a CP more likely to understand?

· Speak plainly and simply when trying to explain legal terms.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-15:  Strategies.

2. Tell participants that if you have barriers on both sides, chances are you will not deliver quality customer service.

3. If you can control most of the barriers on the worker side, and develop effective ways to handle the customer’s barriers, you will be much more effective in providing quality customer service.

4. Tell participants that the suggestions on the facing page are some strategies for working with barriers—perceived or not.  These are key points about providing customer service that the participants should keep in mind for the remainder of the course.

5. Remind participants that, as we discussed earlier, it doesn’t matter how good a job you do—the important thing is how the customer perceives the job you are doing.  Communication is the key to how you are perceived.

What you need to know

1. Strategies for dealing with barriers are continued on the following page.

Strategies for Working With Communication barriers
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Communication is a critical factor to our jobs as customer service employees in the Child Support Enforcement Program.  In order to be effective, you have to communicate with customers, co-workers, other departments and agencies, and business communities outside of the Child Support Enforcement Program.

Communication is a two-way sharing of information that results in an understanding between the receiver and the sender.  If the receiver and sender don’t have the same understanding of the message, they are not truly communicating. 

Here are some strategies you can use to deal with communication barriers:

· Get to know your organization – Get to know the entire organization (not just your part of it) and related agencies.

· Don’t pass the buck or place the blame – Be willing to take responsibility for your agency’s actions and explain them (or find someone who can explain them) to the customer.

· Follow up – Even if you refer the problem to someone else, make sure you follow up.  You are still the agency in the customer’s eyes.

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-16:  Self–Talk.

2. Define “self-talk” for participants.

· “Self-talk” is that internal voice we listen to that sets our expectations for a situation and often controls or contributes to the outcome.

3. Give participants an example of self-talk: 

· You are told that Mr. Smith must see you immediately.  You review the case and see that he has had problems in the past with your agency.  The agency has made mistakes on his case and has had difficulty collecting payments regularly.  He has been verbally explosive in the past.  Nothing in the record tells you why he is here today.  You have recently been receiving regular payments from his employer.

4. After reading this example to the participants, ask them what their expectations would be of this encounter.  How do your emotions and attitude affect your self-talk?  How can you talk yourself out of any negative expectation you might have?  Ask participants to give examples of negative self-talk for this scenario.

· Example of negative self-talk:  This guy is a problem.  I am sure he is just going to cause problems again.  Shoot, we probably messed up his case again. He will probably start yelling at me.  Well, I am just not in the mood to take it today.  If he thinks he can scream at me and get away with it, he’s got another thing coming.  He won’t get anything from me if he starts in—no way.

5. Ask participants how they would turn this example of negative self-talk into positive self-talk.

· Example of alternative/positive self-talk: Nothing in the file looks like it is wrong.  We have been getting his payments like clockwork and even getting them out to the CP on time.  Pretty good.  We haven’t taken any collection action recently.  Maybe he just needs a payment record or has changed jobs.  Let me go see what he needs and help him.

6. Tell participants that this PowerPoint slide presents a general example of positive self-talk. 

· “It’s a funny thing about life.  If you refuse to accept anything but the best, you very often get it.”  -  Somerset Maugham.

7. Initiate a group discussion on self-talk.  Encourage participants to give examples.  If you notice key positive “self-talk” words/phrases coming up again and again, you may want to record them on the flipchart (e.g., help, listen, assist, fix).

8. Do self-talk individual exercise (handout 2-2).  After participants have finished the exercise (5 minutes), discuss 2 positive and 2 negative examples from the group.

9. Initiate a group discussion on considering different approaches and viewpoints with customer diversity.

What you need to know

1. Today, demographics require a broader multicultural perspective.

2.9

SELF-TALK
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Self–Talk

“It’s a funny thing about life.  If you 

refuse to accept anything but the best, 

you very often get it.”

Somerset Maugham.


· Practice positive self-talk – Our expectations and attitudes generally control the outcome of a customer service situation.  If we expect a hostile, combative situation, that’s usually what we get.  We must learn to talk our way out of our own negative expectations.

· What we expect to happen usually does—at least, as we perceive it.

· It is very easy to form expectations based on what has occurred in the past, or what has happened in similar situations.

· Recognize cultural diversity

· Recognize and deal with any biases or stereotypes you may have absorbed.

· Treat each customer respectfully as an individual.

· Respect customers’ differences (economic, cultural, etc).

· Become more informed about the history and culture of your locality.

· Convey the same respect and confidence to all customers. 

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-17:  Benefits of Effective Customer Service.

2. Tell participants that now that we know what good customer service is, what may prevent us from delivering it, how to work around our barriers, it’s time to ask: What are the benefits of good customer service?
3. After the discussion about the qualities of effective customer service, ask participants to describe some of the benefits of delivering effective customer service.  Write down responses on the flipchart.

4. Tell participants that we must remember that customer service can have a positive or negative influence on the Child Support Enforcement community.  It all hinges on quality. 

5. Discuss how effective customer service is like “preventative medicine.”

6. Discuss the ways in which participants can deal with continuing negative customer response—even when providing A-1, 100 percent great service.

7. You may want to initiate a discussion on ways to keep morale up and stay focused on the good work that gets done in spite of unsatisfied customers. 

What you need to know

1. The discussion of the benefits of providing high-quality customer service continues on the following two pages.

2.10 Benefits Of Delivering Effective Customer Service
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• Effective, 
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Enforcement 

Program. 


Customer service can have a positive or negative influence on the Child Support Enforcement Program.  It all hinges on quality.

Consider effective customer service as “preventative medicine”—like a medical check-up for your child or regular oil changes for your car; good customer service will prevent the good from becoming bad, or the bad from becoming worse.

You must understand the nature of your business—even if you provide A-1, 100 percent great service, people may still not be happy with you or with what you have done. 
Training Notes

What you need to say/do

1. Continue to display PowerPoint Slide 2-17:  Benefits of Effective Customer Service.

2. Make sure you bring up any benefits on the facing page that the participants do not mention in discussion.

3. Remind participants that the goal of this course is to increase the awareness of child support staff as professional workers who provide a critical service to the public.  Effective, professional public contact is essential to the success of the entire Child Support Enforcement Program.  This course will build the practical skills needed to provide exceptional public service in the Child Support Enforcement Program.

4. Ask participants to name some other benefits of effective customer service.  If they do not mention it, write it on a flipchart (after the discussion) – “You will feel good.”  The benefit of doing a job well done.

What you need to know
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The Child Support Enforcement community experiences many benefits when customer service is provided effectively and efficiently.  Examples include:

· Decrease in customer service calls and walk-in customers

· Providing thorough information and high-quality service may decrease the number of contacts.

· Working cases in a timely and accurate fashion may also decrease the number of calls and walk-ins.

· Decrease in customer complaints

· Increase in productivity (due to decrease in calls and walk–in customers)

· Prioritization of work with fewer interruptions

· Increased customer satisfaction

· Improved reputation

· Reduced caseworker burn-out

Training Notes

What you need to say/do

1. Display PowerPoint Slide 2-18:  Group Activity.

2. Have participants break into small groups to create an ad about effective Child Support Enforcement service.  Tell them that they are the directors of a new child support enforcement office or agency and that they need to create a marketing campaign for their new department.
3. Instruct each group to develop a customer service ad about their new department.  They may want to cover 2-4 aspects of the high-quality customer service we discussed or some others we haven’t.  The group can use a picture, a song, a play or a poem to promote the theme of delivering quality customer service.  Anything that they feel will promote the quality customer service that their agency gives.  Start the group discussion off with the following example:

· In previous customer training classes, participants developed some imaginative ads that promote the good customer service provided in child support. 

· Example:  

The price of a pair of shoes, $29.00; the price of a dinner out, $50.00; the cost of your child support payment, $300; the smile on your child’s face when he/she sees you when you visit, priceless.

4. Each group can put their ads or commercial on a flipchart and/or they may want to do a skit.  Encourage them to have some fun with this activity. 
5. Bring the large group back together and discuss the ads or commercials developed by each small group.  Look for common themes and creativity.    

6. Ask the participants if these ads reflect their office customer service now.  Tell them to keep these ads in mind as we move into Module 3, Communication Skills.
What you need to know

1. It is important to draw on the information the participants provided earlier when you discussed examples of excellent customer service that they have received or personally observed.  (Review flipcharts).

2. At a minimum, examples should include:

· Following through on promises

· Taking responsibility for providing information

· Being courteous when dealing with our customers

· Providing prompt attention to customers

· Providing personal attention

· Providing knowledgeable staff answers

2.11 Module 2 Wrap–up - Group Activity
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Group Activity


Please answer the question below as a group.  Be prepared to share your answers with the rest of the class.

· You are the director of a brand new Child Support Enforcement office.  Create a marketing campaign that defines “effective customer service” within the Child Support Enforcement community.

Training Notes

What you need to say/do

1. Display PowerPoint Slides 2-19:  Summary & Conclusions.

2. Summarize the key points made in this module.

3. Ask participants if they believe that the goal and objectives of this module have been met.

4. Tell participants that we have now completed Module 2, Concepts of High-Quality Customer Service.  Ask if there are any questions.

5. After answering the participants’ questions, transition to Module 3:  Communication Skills.

What you need to know

1. These were the learning goals and objectives of this module: 

· Given a participative lecture, participants will identify Child Support Enforcement community customers.

· Through a group activity and in a large group discussion, participants will define effective customer service within the Child Support Enforcement community.

· Given a participative lecture, participants will identify the most common barriers to providing high-quality customer service.

· Given a participative lecture, participants will define “self-talk” and provide both positive and negative examples.  Through a large group discussion, participants will identify and describe the benefits of delivering effective customer service.

2.12 Summary and Conclusions
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• Identified Child Support Enforcement community 

customers

• Defined effective customer service within the Child 

Support Enforcement community

• Identified the most common barriers to providing 

high-quality customer service

• Defined “self-talk” and provided both positive and 

negative examples

• Identified the benefits of delivering effective 

customer service 


In this module we have: 

· Identified Child Support Enforcement customers.

· Defined effective customer service within the Child Support Enforcement community.

· Identified the most common barriers to providing high-quality customer service.

· Defined “self-talk” and provided both positive and negative examples. 

· Identified the benefits of delivering effective customer service.

training notes

What you need to say/do

1. Preview some of the topics to be covered in Module 3: Communication Skills. 

2. Ask if there are any final questions.

3. Allow a few minutes for participants to look at Handout 1-1, the Customer Service Training Evaluation Form and evaluate Module 2 at this time (or remind them to do so at the end of the course).  

What you need to know

1. Throughout this module, or at the end, the trainer should go to the flipchart and check off any sticky notes that have been addressed.

2.13 Preview of Module 3

In Module 3: Communication Skills we will:

· Identify the difference between listening and hearing

· Define effective listening 

· Identify barriers to effective listening
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Learning Objectives



		Through a large group discussion, participants will identify and describe the benefits of delivering effective customer service. 
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Customers	

		How are the Child Support Enforcement customers different?
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Individual Activity







		Customer Service Self-Assessment
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Benefits of Effective Customer Service



		Effective, professional public contact is essential to the success of the entire Child Support Enforcement Program. 
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		Effective, professional public contact is essential to the success of the entire Child Support Enforcement Program. 
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Internal Customers

“A person with whom one has dealings”

		Everyone is your customer 
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Learning Objectives



		Given a participative lecture, participants will identify Child Support Enforcement Program customers 



		Through a group activity and a large group discussion, participants will define effective customer service within the Child Support Enforcement Program community
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Learning Objectives



		Given a participative lecture, participants will identify the most common barriers to providing high-quality customer service 



		Given a participative lecture and in a large group discussion, participants will define “self-talk” and provide both positive and negative examples 
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