Good vs. Exceptional Customer Service

	Behaviour/Manner
	OK to GOOD Standard
	EXCEPTIONAL Standard

	Undivided attention.
	Concentrates on what person is saying.
	ALSO gives listening signals:  “yes”, “I understand”, “oh that’s unfortunate”, “Sorry to hear that”, gives a lot of eye contact.



	Using person’s name.


	Uses it once.
	Use it several times during the conversation.



	Listening skills.
	Concentrates on what person is saying.
	Summarises and confirms what the person has said.



	Friendly manner (in response to customer/client stating their address).


	“Thanks for that, sir”.


	“Onslow?  Nice village that.  Have you lived there long?”



	Helpful.
	“Let me give you the number of the taxi company – they’re pretty quick”.


	“Let me give the taxi company a quick ring for you. Would you like the taxi immediately, Mr. Jones?” 




www.abctrainingsolutions.biz - now uploaded with loads of freebie trainer resources!


