
Customer ServiceCustomer Service
TrainingTraining



Welcome!
T H A N K  Y O U  F O R  C O M I N G !

i.rose@pqchc.com

Employment Trainer:
Ivan Rosé



Education
& training

Meet
Employers Apprenticeships

Employment
Consultation 

Employment ServicesEmployment Services

Resume

Job
Search

Career
Planning

Workshops

Resource
Room



Youth LEAD

Internationally Trained 
Professionals

Job Track Child Care

Pre-apprenticeship

In Motion and
Momentum Plus

Community Connections for
Newcomer Employment

Pre-employmentNewcomer Mentorship
Programs



Can you share a time when you had
great customer service?

When did you receive a negative
customer service experience?

Icebreaker



Six Basic Customer Needs
How to Serve Customers

Final Takeaways

How to Calm Customers

What is Great Customer Service?

How to Say, "Yes"

Today's
Agenda



How to prevent problems:How to prevent problems:
Pinpoint the issue
Report the problem
Inform others
Develop strategies
Evaluate and share your solutions

How to 'wow' customers:How to 'wow' customers:

GREAT CUSTOMER SERVICEGREAT CUSTOMER SERVICE

How to calm a customer:How to calm a customer:

Listen to your customers
Identify their wants and needs
Appreciate them
Learn to say "Yes" first
Apologize when things go wrong
Give more
Confirm satisfaction

Turn down the volume
Apologize
Sympathize
Accept Responsibility
Prepare to help



What is Great Customer Service?
"Excellent customer service is the process by which
your organization delivers its services or products in a
way that allows the customer to access them in the
most efficient, fair, cost effective, and humanly
satisfying and pleasurable manner possible."

 - Jack Speer, 2005



Easy, Painless, and Effective
If you say you will do something, do it right away.
Reply quickly, communicate often
Builds long-term, positive relationships. 
Creates loyal, returning customers
Brings in new customers
Requires patience, kindness, and helpfulness

What is Great Customer Service?



What is Great Customer Service?

Let's imagine we are
sales associates at
Foot Locker ...



What is Great Customer Service?

What makes
great service?



Friendliness
Understanding and Empathy 
Fairness
Information
Choices
Control

1.
2.
3.
4.
5.
6.

Six Basic Customer Needs



Smile!
Greet every customer
Open body language
Express through eyes

Raised eyebrows

Six Basic Customer Needs



Nodding
Remove distractions

Eye contact
Verifying questions

Acknowledge feelings

Six Basic Customer Needs



Everyone treated equally
The rules are for everyone

Respect for all

Six Basic Customer Needs



Know the services and products
Provide suggestions, solutions, advice 

Answer questions and worries.
Make sure customers are in the know.

 

Six Basic Customer Needs



When offering services, weighing pros and
cons, solving  problems, give your clients

options to choose from. 
Let them choose "No" or come back

another day.

Six Basic Customer Needs



Give customers time to speak
Ask for agreement

Give them space to ask questions,
end the conversation 

Six Basic Customer Needs



Listen
Identify
Appreciate
Say "Yes"
Apologize
Give more
Get feedback

1.
2.
3.
4.
5.
6.
7.

How to Serve Customers



1) Listen
Customers want to feel heard
Words, tone, body language
Ask questions to clarify and verify

I just want to make sure I

heard the situation properly.

Did you say... 

You said you were
looking for a sweater for
your son? How old is
he?

Restate what has
been said: 

Make sure the
customer agrees

with your
summary

How to Serve Customers



2) Identify Needs
Know your customers so you can
provide valuable suggestions,
services, and connections.

How to Serve Customers

If you like Air Max, you might

like the new Air Zoom G.T

Runs...



3) Make customers
feel appreciated

Speak sincerely
Use their name
Body, voice, and language  
Thank customers
Every interaction counts

How to Serve Customers

Nice 'fit' - I like
your style



4) Power of 'Yes'
Look for ways to help
Start with positive language
Avoid "no, can't, don't," with no
helpful suggestions
Redirect your response

SAY: "What I can do is"...NOT: "I can't"

SAY: "Yes, and" …

NOT: "Yes, but..."
SAY: "Let's see if I can find that out for you"...NOT: "I don't know..."

SAY: "Here are a few companies thatmight be able to help you with that"...NOT: "We don't do that"

SAY: "You might want to hear

the information I have to say"...

NOT: "You're wrong."

How to Serve Customers



5) Apologize
Apologize for their frustration, their
stress, their elevated emotions
Take it as a moment to learn and
improve your organization's service
to others.

How to Serve Customers



6) Give more
What can you do to bring customers back to see you?
How can you do to make 'fans' of the business?
Find out what 'freebies' you can give to loyal or upset
customers 
A sincere smile and thank you is enough!

How to Serve Customers



7) Get feedback
Get any feedback and note any
complaints or issues that remain.
Make sure to share any common
trends (good, bad, possible areas
of improvement) with coworkers
and try to find solutions with the
team.

How to Serve Customers



Turn down the volume
Follow a.s.a.p.

How to Calm Customers

Apologize
Sympathize

Accept Responsibility
Prepare to Help



Apologize

I'm truly sorry that this
happened...

How to Calm Customers



Sympathize
I can imagine how difficult this must be... 

I understand how frustrating it is to wait on the phone
for 20 minutes, thank you for your patience!

I know that this is stressful...

How to Calm Customers



Accept Responsibility
You are the face of the company

Apologize on behalf of the organization
and make sure customers know they are
talking to someone who is committed to
fixing this wrong "you" made 

How to Calm Customers



Prepare to help
Provide options to help fix the
situation and let the customer
feel heard.

If you promise something,
deliver it quickly.

How to Calm Customers



How to Say, "Yes"
Positive Positioning:

Delivering a message in a positive
way to minimize a negative reaction.

Soften the refusal and express how
you are trying to assist the customer.



How to Say, "Yes"

Do you know the heel height of

these Puma Mayze's?

'No I don't know. Sorry

Great question!  Let me get that information
for you right away. One moment... 



How to Say, "Yes"
I can't find any Nike Air Max 95.

Where are they?

That product is out of stock and will
not be available until next month.

That product will actually be
available next month. I can pre-
order one for you now, or I can look
to see if there are any units at our
other stores. What would you
prefer?



How to Say, "Yes"
I'm having an issue getting a rebate for the extra

shipping...is this the right department?

You called the brand awareness phone line. I will transfer
you to customer service support. One moment please.

Thank you for your call, Mr. Miller. Unfortunately, I will have to transfer you to
customer service support . I apologize for the long wait, I know this can be
frustrating. If you hang in there, I'm sure my colleague can help you!



How to Say, "Yes"
Can I buy one shoe in 8 and

another in 9?

Sure! It's not a problem at all!
OR
No! We don't do that.

Mr Smith, as much as we like to accommodate
customers to the best of our ability, we have to
think about the inventory of our products.
Unfortunately, I cannot complete your request.
What I can do is look to see what we have in
clearance, and see if there's any way to further
reduce the cost of buying both?



Final Takeaways

Do your best, and move on if they
are not responsive.

The customer is not always right, but they
have the right to express their opinion.

 And as customer service reps, we
should listen and try to help.



Always end the conversation by ensuring that your

customer is satisfied with the interaction

Excellent! I'm glad that we sorted that
out. Before you go, is there anything
else I can do for you? I'm happy to help!

Final Takeaways



To get a certificate, tell
me what you would do

in ONE of these
situations...



Email me how you would solve ONE of these problems

A couple comes in to order
flowers for their wedding. You
take their order and the couple
leaves. Once you actually place
the order, your supplier tells you
those flowers are not available
until June - the wedding is in
May. You phone the customers
and to let them know. They are
furious, and they accuse you of
ruining their wedding!

A customer comes in and
tells you the product you
sold them yesterday has
turned out to be defective.
The customer is really
angry, yelling, and
demanding their money
back.



How to prevent problems:How to prevent problems:
Pinpoint the issue
Report the problem
Inform others
Develop strategies
Evaluate and share your solutions

How to 'wow' customers:How to 'wow' customers:

GREAT CUSTOMER SERVICEGREAT CUSTOMER SERVICE

How to calm a customer:How to calm a customer:

Listen to your customers
Identify their wants and needs
Appreciate them
Learn to say "Yes" first
Apologize when things go wrong
Give more
Confirm satisfaction

Turn down the volume
Apologize
Sympathize
Accept Responsibility
Prepare to help



Poll ti
me!

Any questio
ns?



linkedin.com/company/pqemploymentservices

facebook.com/pqemploymentservices

instagram.com/pqemploymentservices/

(613) 288-3880

employment.info@pqchc.com

https://booknow.appointment-
plus.com/b09xrklg/

For more

Information:

http://linkedin.com/company/pqemploymentservices
https://www.facebook.com/pqemploymentservices/
http://instagram.com/pqemploymentservices/
https://booknow.appointment-plus.com/b09xrklg/


Feel free to connect!

i.rose@pqchc.com

Employment Trainer:
Ivan Rosé

@PQEmploymentServices


