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For Those Wanting to Help Others Learn Customer Service Skills
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Chapter 2 Customer Service Tools and Techniques

24 [ BEBHE P HABEE RS Above and Beyond the Call of Duty

24 [ FIAE P B K Acknowledge Customer's Needs

24 [ARIEFIRK, MIRYEARHK Acknowledge Without Encouraging

25 [ FMRMRIT Active Listening

25 [ F&IAE&IR Admit Mistakes

26 | REFE P& HERH Allow Venting

26 | ERTEH Apologize

27 | B OIEIES Appropriate Nonverbals

27 | BEHIRR Appropriate Smiles

27 | BENEEITE) Arrange Follow-Up

28 / #5488 Ask Probing Questions

28 / MEFHRIER Nhz Assurances of Effort

29 [ L% T2 R Assurances of Results

29 / #EE W Audience Removal

29 / HEIL & DX AL Broken Record

30 / I EI %8 Close Interactions Positively

31/ BFEMILMY Common Courtesy

31/ Bf7/54:E} Complete Follow-Up

32 / ENARZ ST, AXFASNETER MRFRER
Contact Security/Authorities/Management

32 [ EEH AR KSR Disengage

33 / HEHBE X RN Distract



B3R

33 / ARBRBSE {545 Empathy Statements

34 / NRBFE RS HEZE Expedite

34 [ -7 & ¥ B Expert Recommendations

35 / RBREEI R EITH Explain Reasoning or Actions
35 / R £ W F Face-Saving Out

36 / KBS Find Agreement Points

36 / &/5 / @iFE P Finish OfffFollow Up

36 / AT E 14848 S8 Isolate/Detach Customer

37 | T ESIBIEARR Level

37 | NXIBEZE ( B&iES ) Manage Height Differentials/Nonverbals
37/ AS X AR SEIEE Manage Interpersonal Distance
39 / B &% EABE Not Taking the Bait

39 / BAE B % B #H Offering Choices/Empowering
39 / MENES KRR B 5 Plain Language

40 | EE I F K&K HIA Preemptive Strike

41 ] RPRBF SHE Privacy and Confidentiality

41 / BELIF| ¥ Pros and Cons

41 / REUBIERMEE P13 Provide Alternatives

42 | REHE T BHHHRUEE P EH Provide a Customer Takeaway
42 | REME Provide Explanations

43 / DIRFR KA Question Instead of State

43 / 151 L R+ =& Refer to Supervisor

44 | B = 748K Bh Refer to Third Party

44 | BRI Refocus



45 / R K4 Set Limits

46 [ HAWIXLIAN ( Par#Ezt ) Some People Think That (Neutral Mede)
47 | RREFET ( BT ) Stop Sign-Nonverbal

47 | BEFEFELIERE F T A% Suggest an Alternative to Waiting
48 | BEVHIERE Summarize the Conversation

48 [ EiE B HE Telephone Sitence

49 [ FIARW Thank-Yous

49 / BEHKRIBE Time out

49 [ EFIREE & F Use Customer's Name

50 / #RETHIRA T L IREE P Use of Timing with Angry Customers
50 / & BIES AL Verbal Softeners

51 / iz 33218385 Voice Tone—Emphatic

51/ B#ENEMHRIE When Question

52 | L% “REXH! " You're Right!

woms HIRRPRA EEER

Part Two Dealing with Specific Customer
Situations

83/ 1. IR X RE S ETRAYEREGER

1.When You're Late or Know You'll Be Late



.Ei.

84/ 2 WANNBFREAMTHEENEF

86 /

87/

89/

96/

92/

94/

96 /

98 /

2. When a Customer Is in a Hurry
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6. When a Customer Has a Negative Attitude About Your Company

Due to Past Experiences

7. TR B P REASBRARFNREL

. When You Need to Explain a Company Policy or Procedure

WA EEABRESEF EENREE

~l
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