HOW TO GIVE GREAT CUSTOMER SERVICE: 4. T safve a problem for a customer you shontd

B) Here's what we are going to do 1o fix you...
) Here's what we are going to de to fix the situation...
D) Go amd don’t come back...

/‘ A) Here's what we are going to hurt this siuation...

S Af you don "t know how to help a customer, you shosld:

A lie to the customer.,

B) tell the customer you don’t know what to do.

C) tell the customer to wait while vou speak with & manager.
) go on your lanch and call vour mam.

—

. Tor thank the customer. yau shonld sap:

WATCH THE FILM AND CH_OOSE THE CORRECT ANSWER.
A) Thank yeu for complaining, it makes my day go faster.

How to give great customer service: the L.A.S.T. method B) Thauk you for bringing this to our attention.

) Thank yeu for making problems for us.
1) Thank yeu for bothering me, it"s been an inconvenience spe-
aking with you,

T What can pou say if @ customer i angry with youw?

A) Fdoa't want to help you. You're being rude.
H) So what you're saying is that...

©) 1 really want to help von but vour language is getting in the
wary, Please calm down so | can help vou,

D) Bt seems like something is wrong with yeu. Please get some
Help and come hack when yau aren’t heing so angry.

L. I customer service what does LAKT. cond for?

A) listen, argue. swear and thank &) Customer service is important:
1) istom, apalogize, solve and thank A if you wark in 2 botel or restaurant,
) listen, approach, study and thank B) if you work in a hotel,
D) lambast, assault, slap and torture C)if you wark in 2 restaurant.
E = ) im any job where you have o i with customers,
A) How 1 can help you? 1 Which shows you are fis i
B) How | can help® A) Thank yeu for bringing this o our attention.
©) What can | help you? B U'm sorry you had a bad experience.
D) How can | help you? C) Here's whist we're going to do to fix this simation,
1) Let me get this right. What you're saying is thai...
3. To apologize 0 a you say:
»
A) I'm sorry you had a bad experience. 1) Which sentence shows you 're sofving a probles
) 1"'m sarry vou are a had experience. A) You're a miscrable human being.
C) 1'm sorwy you bad experience. B) Uhate you.
13) I"m sorry | made a mistake. C) Here's what we're going to do to fix this situation.

1) Thank yeu for bringing this io our aticntion.
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