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The ATD Workshop
Series

Whether you are a professional trainer who needs to pull together a new training program next
week, or someone who does a bit of training as a part of your job, you’ll find the ATD Workshop

Series is a timesaver.

Topics deliver key learning on today’s most pressing business needs, including training for
communication skills, leadership, coaching, new supervisors, customer service, new employee
orientation, and more. The series is designed for busy training and HR professionals, consul-

tants, and managers who need to deliver training quickly to optimize performance now.

Each ATD Workshop book provides all the content and trainer’s tools you need to create and

deliver compelling training guaranteed to

+ enhance learner engagement
* deepen learner understanding

* increase learning application.

Each book in the series offers innovative and engaging programs designed by leading experts
and grounded in design and delivery best practices and theory. It is like having an expert trainer
helping you with each step in the workshop process. The straightforward, practical instructions
help you prepare and deliver the workshops quickly and effectively. Flexible timing options
allow you to choose from half-day, one-day, and two-day workshop formats, or to create your
own, using the tips and strategies presented for customizing the workshops to fit your unique
business environment. Each ATD Workshop book also comes with guidance on leveraging
learning technologies to maximize workshop design and delivery efficiency and access to all the
training materials you will need, including activities, handouts, tools, assessments, and presen-

tation slides.
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Chapter 3
Two-Day Customer
Service Workshop:

A Total Approach
to Service

What'’s in This Chapter
e Objectives of the two-day Customer Service Workshop
e Summary chart for the flow of content and activities

e Two-day program agenda

Congratulations! If this is the workshop you are choosing to facilitate, you are working with
an organization that places a priority on service, has leadership that is open to making big-
picture changes in processes and systems, and supports investing time in learning and devel-
opment. That is significant. Now, it will be your turn to put an emphasis on preparing to lead
this workshop. In addition to being the lengthiest of the three workshops, it is also the most
fluid. There is a greater need in this design for you to refine the timings based on dynamics of
your unique group. You may need to dedicate more time to planning and preparation for this
workshop. Be sure to thoroughly review the agenda and learning activities before conducting
your needs assessment and subject matter expert (SME) interviews to be certain you ask all

the necessary questions.
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Two-Day Workshop Objectives: A Total Approach

to Service

The two-day agenda covers service behaviors, strategies, and systems, with an emphasis on sys-

tems, including cross-functional processes. The learning objectives for Day One of the two-day

workshop are

+ Strengthen internal relationships and awareness of lateral service challenges

+ Distinguish service behaviors from service strategies and service systems

* Assess the three aspects of your service environment to target improvement opportunities

+ Document a process map for a customer-critical service system.

The learning objectives for Day Two of the workshop are

+ Examine the organization’s service systems for breakdowns from the customer’s

perspective

+ Improve existing service strategies through mistake-proofing techniques

+ Follow a framework for creative problem-solving

+ Create team action plans to enhance the service systems documented on Day One

+ Identify strategies for managing conflict.

Two-Day Workshop Overview

Overview of Day One

TOPICS TIMING
Welcome/Learning Activity 26: Wall Graffiti 10 minutes
Program Objectives/Learning Activity 27: Prioritize Learning 5 minutes
Ground Rules/Learning Activity 28: Social Agreements 10 minutes
Learning Objective 1/Learning Activity 29: Now You Know 35 minutes
Learning Objective 1/Learning Activity 30: Group Résumé 25 minutes
BREAK 15 minutes
Learning Objective 2/Learning Activity 31: Interconnected Service .
Facets 10 minutes
Learning Objective 2/Learning Activity 32: The Root Issue Is? 20 minutes
Learning Objective 3/Learning Activity 33: Performance .
Improvement Service Levels 15 minutes
Transition to Service Systems
Learning Objective 3/Learning Activity 34: Field Trip 20 minutes
LUNCH (AND FIELD TRIP) 105 minutes

42
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TOPICS

Learning Objective 3/Learning Activity 35: Quick Start—Field Trip
Debrief

| TIMING

15 minutes

Learning Objective 4/Learning Activity 36: Working With Cross-
Functional Process Mapping

30 minutes

Learning Objective 4/Learning Activity 37: Cross-Functional Process
Mapping Our Processes

60-90 minutes

BREAK

included above

Learning Objective 4/Learning Activity 38: Cross-Functional Process
Map Reviews

30 minutes

Closing/Learning Activity 39: Day-One Workshop Closure

Overview of Day Two

15 minutes

| 450 minutes (7.5 hours)

TOPICS TIMING

Reconnect/Learning Activity 40: Welcome Back!—Quick Start 20 minutes
:_nef?JZ::l% ([Jcbj_e|\|cg\_/ﬁ 5/Learning Activity 41: Control-No Control- 30 minutes
Transition to Service Strategies

Learning Objective 6/Learning Activity 42: Mistake Proofing 20 minutes
bzaprgilZ%iajtictive 6/Learning Activity 43: Mistake-Proofing Process 30 minutes
BREAK 15 minutes
_llj:?;::;geosbjective 6/Learning Activity 44: Critiquing Mistake-Proof 30 minutes
Learning Objective 7/Learning Activity 45: Creative Problem-Solving 35 minutes
LUNCH 60 minutes
Transition to Afternoon/Learning Activity 46: Quick Start 15 minutes
Ig)e/;atr;:f Objective 8/Learning Activity 47: Next Steps to Improve Our 45 minutes
BREAK 15 minutes
Transition to Service Behaviors

Learning Objective 9/Learning Activity 48: Keep a Cool Head 30 minutes
:_Qe_a_lfir;i]ng Objective 9/Learning Activity 49: Quit Taking It Personally 30 minutes
STRETCH BREAK 10 minutes
Personalizing the Learning/Learning Activity 50: Living My Legacy 40 minutes
Closing/Learning Activity 51: Day-Two Workshop Closure 25 minutes

Chapter 3: Two-Day Customer Service Workshop: A Total Approach to Service
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A Word About Presentation Slides and Handouts

The presentation slides for this workshop have been animated to enhance their effectiveness.
They can be used effectively in the pdf format (which are static), but if you choose to use the
fully customizable versions and display the slides in slide show mode, many will have motion
and builds. These animations are not merely movement; they are structured to enhance the
visuals’ effectiveness, provide greater facilitative control of group discussions, manage cognitive
load by chunking content in keeping with activity instructions, and in some instances, even
provide feedback to the participants. Some animations are controlled by advancing the slides,
and others are automated for you. This is intentional to guide certain activities and to offer
you facilitative flexibility in others. Make time to familiarize yourself with the animations and
plan how you will leverage them. You can run the workshop effectively using the pdf versions;
however, if you are accessing the presentation slides in their native format through an optional

license, be sure to display them in slide show mode to derive their full benefit!

Please note that some slides in this workshop may also appear in the half-day or one-day work-
shops. Their animations here may be a bit different, in support of this workshop’s structure.
Please be sure to familiarize yourself with these animations even if you previously reviewed a

different workshop’s visuals.

Each workshop has been designed as a continuous event. If facilitated that way, it may be logical for
you to assemble all of the associated handouts into one bound workbook to distribute to partici-
pants when they arrive. In this case, where the learning activities direct you to distribute a handout,

you may want to make note of and refer to the appropriate workbook pages during the workshop.

For ease of navigation through the book, learning activities and handouts for all three work-
shops are numbered sequentially. Therefore, this workshop begins with Learning Activity 26
and the first handout is number 27. Each handout has a name as well. For a seamless participant
experience, I suggest you refer to the handouts by name, page number (if bound), or renumber

them to begin with number 1.

Two-Day Workshop Agenda: Day One

With all that you are focused on when facilitating a workshop, it can be useful to have a
quick-reference, birds-eye view to the workshop. This agenda is intended for that purpose.
If you are customizing the timings in the learning activities, be sure to update them here too.
While I typically use the agenda below as my main reference, I also always have two other tools
available to me: the learning activity pages in Chapter 11, which provide the detail in support

of the workshop design, and a reference set of the handouts.

4b CUSTOMER SERVICE training



When you tailor these materials to your needs, be sure to carry any changes through all three

resources for a seamless facilitation.

Day One: (9:00 a.m. to 4:30 p.m.)

TIMING | SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS

Slide 1 Create a Positive Learning Environment

Display this opening slide and welcome
participants as they arrive.

NN s e

ATD
Workshop

A Total Approach to Service

Systems - Strategies - Behaviors

9:00 a.m. Slide 2 Welcome/
(10 min) Learning Activity 26: Wall Graffiti

Service-Themed Graffiti

Use this learning activity to create immediate
involvement and to draw out the participants’
perspectives, not as housekeeping, introductions,
or generalized “welcoming” comments (you will

+ Use color, images, and
words to tag the graffiti
charts

+ Work quickly...don't get

— w— s —

caught!
do that later in the workshop). Set the tone for
e : the learning event as an active, contributory, and
fun experience.
9:10 a.m. Slide 3 Program Objectives/
(5 min) Learning Activity 27: Prioritize Learning
Learing Oljestives—Day Qe I o Handout 27: Learning Objectives
. Strevgthen relationships and awareness of N
servce challenges , || | This individual activity introduces the
. Dlstmg_ulsh among service behaviors, . . .
sirategles, and sysiems I workshop’s learning objectives for both days,
« Assess your service environment to target . .. . . .
improvement opportunities encouraging participants to begin engaging with
+ Document a process map for a customer- I . .
critical service system the Ob)ectlves.
9:15a.m. Slide 4 Ground Rules/
(10 min) Learning Activity 28: Social Agreements

Social Agreements Guided by your facilitation, this activity will

§ help participants generate a list of guidelines
I that will drive their behavior for the two days.

* Create a list
of guidelines
to adhere to
for a fun,

effective workshop

During the debrief, reach consensus on how the

) group will monitor and correct breaches of these
s e agreements (so that you are not placed in the role
of sole enforcer).

Chapter 3: Two-Day Customer Service Workshop: A Total Approach to Service 45



TIMING
9:25 a.m.
(35 min)

SLIDES

Slide 5

Now You Know I

=

| ACTIVITIES/NOTES/CONSIDERATIONS

Learning Objective 1/
Learning Activity 29: Now You Know

e Handout 28: Now You Know

Learning Activities 29 and 30 act as icebreakers
while supporting the first learning objective—
strengthen internal relationships and your
awareness of lateral service challenges.

Through one-on-one interviews, this large group
activity will help participants meet others and
develop deeper understandings of one another’s
work and how it affects the organization’s ability
to deliver customer service. Use the instructions
in the learning activity to guide the exercise.

To help participants get started, share examples
of how you might complete the worksheet
statements and sentence stems. Following the
debrief, integrate a complete self-introduction,
including your experience and expertise with
customer service.

10:00 a.m.
(25 min)

Slide 6

Group Résumeé

« Take stock of your
group’s skills and K 4
strengths

« Create a resume to
sell yourselves as
service improvement
gurus!

;}wﬁ, 0.
B
7.

Learning Objective 1/
Learning Activity 30: Group Résumé

Working in small groups, teams will chart the
collective strengths of the members of their
group in the form of a wall chart résumé. These
will be useful to refer back to at points in the
workshop where the groups’ strengths are being
drawn upon.

10:25 a.m.
(15 min)

Slide 7

NN s e

Break

BREAK

46
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TIMING SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS

10:40 a.m. Slide 8 Learning Objective 2/
(10 min) Learning Activity 31: Interconnected Service

Interconnected Service Facets Facets

» Behaviors
person-to-person skills
p \ « Strategies

&/ — astep in a system
,’ (within your control)
» Systems
— processes

This facilitated discussion supports the second
learning objective—distinguish service behaviors
from service strategies and service systems.

— — . m—

Lead a discussion of the three elements that
contribute to the customer’s overall experience,
referring to the content in the learning activity.
Be sure to use questioning to draw information,
ideas, and examples from the participants. Plan
to supplement the comments shared by the
participants with the content provided for you to
avoid turning this into lecture.

10:50 a.m. Slide 9 Learning Objective 2/

(20 min) Learning Activity 32: The Root Issue Is?
The Root Issue Is?

e Handout 29: Interconnected Service Facets
e Handout 30: The Root Issue Is?

« Discuss each example
and decide which
service facet(s) is or
are contributing to the
service failure:

This application activity also supports the second
learning objective.

- Behaviors — person-to-person skills
« Strategies — a step in a system
« Systems — processes

— w— . —

You will need to customize the handout to the
organization or industry. An example is provided
to guide you, and sample situations are also
included; tailor them to be relevant to your
participants.

(Slide 1 of 2)

Slide 10 Use this slide during the debriefing discussion as
a visual support. It will remind participants of
the three service facets and guide them in their

The Root Issue Is?

« As answers are
shared, “vote” to
indicate your
agreement

voting.

(Slide 2 of 2)

— — o —
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TIMING
11:10 a.m.
(15 min)

SLIDES
Slide 11

Performance Improvement

@

—— — o —

| ACTIVITIES/NOTES/CONSIDERATIONS

Learning Objective 3/
Learning Activity 33: Performance
Improvement Service Levels

¢ Handout 31: Performance Improvement

This partner talk activity supports the third
learning objective—assess the three aspects of
your service environment to target improvement
opportunities.

Direct participants to team up and discuss their
interpretations of As Is, Should Be, and Could
Be based on the slide image. Lead a large group
discussion afterwards to clarify and expand on
the partner talk content.

(Slide 1 of 5)

Slide 12

Performance Improvement

= @ “Long-term
@ Short-term
) Targets
N oday

—— — o —

Use this slide and the learning activity
instructions to provide additional context for As
Is, Should Be, and Could Be, and as a transition
into a large group discussion.

(Slide 2 of 5)

Slide 13

As Is Level

* Where we are right now

~ objective assessment
) ~ no justifications

~ no explanations

— just a true assessment

If we don’t know where
we are...how can we
measure our progress?

Begin a large group discussion on As Is, referring
to the slide and learning activity for content.

(Slide 3 of 5)

Slide 14

Should Be Level

« What is possible with...
— existing resources
— creative thinking
— streamlining

— asking (and answering) how
can we/l do this more
effectively/efficiently

— — o —

Continue the large group discussion on Should
Be, referring to the slide and learning activity for
content.

(Slide 4 of 5)
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o

» D
-
e
» - o

In support of the third learning objective—assess

TIMING | SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS
Slide 15 Wrap up the large group discussion with the
Could Be level, referring to the slide and learning
Could Be Level || | activity for content.
GUaR) e ||| (Slide 5 of 5)
Slide 16 Transition to Service Systems
Display this slide to signal the transition from
, service strategies to service systems.
Service Systems
11:25 a.m. Slide 17 Learning Objective 3/
(20 min) . . Learning Activity 34: Field Trip
Flei:m-ilr::ltf)e service interaction I ° HandOUt 32: Field Trip Log
byw:ii"g ii'hef-uzsmjigoe} ¢ Handout 32b: Virtual Field Trip Map (optional)
- _"3" R I » Assessment 1: Where Are We Now? (optional)

the three aspects of your service environment
to target improvement opportunities—ask
participants to visit their service delivery
environment as a customer and assess and
document the customer experience.

This activity is scheduled to span the lunch
hour plus 45 minutes of workshop time to allow
flexibility for varying field trip needs. The field
trips will be debriefed after lunch through the
quick start activity.

Handout 32b and Assessment 1 are optional
resources to use with activity variations noted in
the learning activity.

Chapter 3: Two-Day Customer Service Workshop: A Total Approach to Service
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TIMING | SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS
11:45 a.m. Slide 18 LUNCH (AND FIELD TRIP)
(105 min)
45-minute Lunch
field trip and
60-minute lunch.
1:30 p.m. Slide 19 Learning Objective 3/
(15 min) Learning Activity 35: Quick Start—Field Trip
Quick Start i I Debrief
: Ze:;e:v:‘oaugﬁﬁzldd?g;;og; m 1| | Use this slide to initiate the self-directed debrief
R .| | of the field trips as participants return from
—Hoviwuearen'l helping :Jslomers T ‘ I lunch.
—~ Number of POCs | hit “ | “ [\ I
1:45 p.m. Slide 20 Learning Objective 4/
(30 min) Learning Activity 36: Working with Cross-
Process Mapping vs. Flowchart I Functional Process Mapping
Glessrn 5 This activity supports the fourth learning
e B 5. | | objective—document a process map for a
=l = 1 %ﬁ I customer-critical service system.
I Use this slide to show examples of a flowchart
— and a cross-functional process map and to help
you highlight the differences between the two.
(Slide 1 of 2)
Slide 21 Working with a generic process, groups will
process map the steps involved in a family of four
Cross-Functional Process Map I going out to dinner at a restaurant. Display this
1| | slide to model how their process map should be
I set up.
| (Slide 2 of 2)
50 CUSTOMER SERVICE training



TIMING
2:15 p.m.
(60-90 min)

NOTE: This
includes a
15-minute break.

SLIDES
Slide 22

Process Mapping Our Systems

map

« ldentify the roles that touch the system;
create “swim lanes” on your map

* Record the steps on index cards and post
them in the appropriate swim lanes

« Choose a customer-critical service system to §
H

| ACTIVITIES/NOTES/CONSIDERATIONS

Learning Objective 4/
Learning Activity 37: Cross-Functional Process
Mapping Our Processes

Transition the group from the generic process
mapping exercise to an organization-specific,
customer-critical one.

Groups will apply the lessons learned from

the mini, generic process map to their selected
organization-specific one. Use learning activity
notes to guide the exercise.

End at 4:30 p.m.

Research Assignment

Two a resource
related to customer
service, such as:

~ video

— article

~ blog

- social media site

~ RSS feed

’?r“':_;“gu

E% A

* Find and bring to Day
|

N

3:45 p.m. Slide 23 Learning Objective 4/
(30 min) Learning Activity 38: Cross-Functional Process
Process Map Review I Map Reviews
* Use assigncd.sticky ote color 1| | Groups will review one another’s process maps
' ?u.i?:r::;ekhange ap' ncx cards and revise their maps based on feedback received.
et somton o Use learning activity notes to guide the activity.
~ You can comment on fher stcky notes a5 wel
4:15 p.m. Slide 24 Closing/Learning Activity 39: Day-Two
(15 min) Workshop Closure

Time has been built into this activity for you to
share a simple assignment that will serve as the
basis of the quick start activity for the morning
of Day Two. It will also gather quick feedback
on Day One, preview and potentially revise the
agenda for Day Two, set a date for Day Two (if
not already established), and devise a group
strategy for having all of the output of Day One
available on Day Two.

Based on your customization and length of time
between workshop days, you may also want to
capture any additional expectations you have of
the participants from now until Day Two.

What to Do Between Workshop Days

+ Follow up on any questions or parking lot issues presented during Day One.

* Note facilitator lessons learned from the first day of the workshop. Adjust materials for

Day Two accordingly, if needed.

Chapter 3: Two-Day Customer Service Workshop: A Total Approach to Service
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* Address any equipment, room setup, or other learning environment issues you weren’t
able to address during the workshop.

* Debrief with your co-facilitator, if applicable.

Two-Day Workshop Agenda: Day Two

The second day of this workshop is where the greatest fluidity comes into play. Based on the
feedback participants shared at the end of Day One, the time available to you between work-
shop days, and your customization of the workshop design, the following agenda overview may

require adjustments and fine tuning.

Day Two: (9:00 a.m. to 4:30 p.m.)

TIMING SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS
Slide 25 Transition to Day Two

This slide is primarily intended as an aid for you,
N s e .
— to mark the crossover to Day Two, not as a visual
Workshop support for the participants.

A Total Approach to Service

Systems - Strategies - Behaviors

9:00 a.m. Slide 26 Reconnect/
(20 min) Learning Activity 40: Welcome Back!—Quick
Welcome Back! — Quick Start I Start
o e - 1| | Display this slide as participants arrive to engage
i fim_;cl_i_ ‘| | them in the self-directed workshop opening
b,"g'l N % I activity. Welcome participants and individually
~ S5k I direct their attention to the quick start if needed.
— (Slide 1 of 2)
Slide 27 Revisit and remind participants of the learning
objectives for Day Two.
Learning Objectives — Day Two
« Examine service systems for breakdowns (Sllde 2 Of 2)

« Improve service strategies with mistake-
proofing techniques

+ Follow a creative problem solving framework
to address business
re-engineering issues that may arise

- Create team action plans to enhance service
systems documented on Day One

— — o —

« Identify strategies for managing conflict
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TIMING | SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS
9:20 a.m. Slide 28 Learning Objective 5/
. Learning Activity 41: Control-No Control-
(30 min)
e ol I Influence (C-NC-I)
- B ~ || | This activity supports the fifth learning
P 3% a .| | objective—examine the organization’s service
ﬂ"’ | I systems for breakdowns from the customer’s
Control No Control Influence I p erSpeCtiVe.
— Participants will review their process maps
to consider where they can exert control or
influence over the processes.
Slide 29 Transition to Service Strategies
Use this slide to signal shift to service strategies.
Service Strategies
9:50 a.m. Slide 30 Learning Objective 6/
(20 min) Learning Activity 42: Mistake Proofing

Mistake Proof!
Process mis-steps result in annoyance

Uh-oh Really?

Oh no

Well that makes no sense...

—— — o —

¢ Handout 33: Mistake Proofing to Improve
Customer Service

This activity supports the sixth learning

That did not Whoops! . . . .. . .
just happen g There fias ob)ectlve—lmprove existing service strategies
#tobea . .
AGANE | better way through mistake-proofing techniques.

— Use this and the next four slides to draw out the
group’s knowledge of mistake proofing.
(Slide 1 of 5)

Slide 31 Lead the group through a facilitated discussion

Mistake-Proofing Traits

Techniques
. — Streamline
« i
’ mee — Color code
) .l i -
2» Inexpensive Templa.tes
’ o Creative — Checklists
- Layout/arrangement

) + Easy toimplement | _ 2o qulate behavior

— Correct misinformation
— Others

:
|
i

of the characteristics of mistake proofing.

(Slide 2 of 5)
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TIMING

SLIDES
Slide 32

Color Coding

‘jﬂ

| ACTIVITIES/NOTES/CONSIDERATIONS

Solicit their examples of how mistake-proof
techniques can be used to support customer
service. Supplement discussion with examples
from your experience (or from examples
provided in learning activity notes). Consider
replacing Slides 32-34 with slides depicting
organization-specific examples, if applicable.

(Slide 3 of 5)

Slide 33

Checklists

Checklists are another example of mistake-
proofing techniques. Ask participants to cite an
example of their use in their current processes.

(Slide 4 of 5)

Slide 34

Regulate Behavior

Yet another technique is regulating behavior
through design (size/dimension). Other examples
include arm rests on bus benches to discourage
people from lying down or counter height of
courtesy computer stations to limit use time.

(Slide 5 of 5)

10:10 a.m.
(15 min)

Slide 35

NN O e

Break

BREAK
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TIMING
10:25 a.m.
(30 min)

SLIDES
Slide 36

Techniques
— Streamline
— Color code
— Templates
— Checklists
— Layout/arrangement
— Regulate behavior
— Correct misinformation
— Others

« Simple
« Inexpensive
« Creative

« Easy to implement

Wy ¥

Creating Mistake-Proof Techniques I

¥
]
N

| ACTIVITIES/NOTES/CONSIDERATIONS

Learning Objective 6/
Learning Activity 43: Mistake-Proofing Process
Map Elements

¢ Handout 34: Mistake-Proofing Process Map
Elements

This partner activity continues to support the
sixth learning objective.

Participants partner and use the handout to
identify opportunities to mistake proof elements
of the process maps and then design mistake-
proof techniques to improve the service outcome.

10:55 a.m.
(30 min)

Slide 37

Critiquing Mistake-Proof Techniques

Ask yourself and one another
Are they...

N

« Simple
« Inexpensive

= Creative

Yy

* Easy to implement

]
N

Learning Objective 6/

Learning Activity 44: Critiquing Mistake-Proof
Techniques

This partner activity also continues to support
the sixth learning objective.

Working with a new partner, participants receive
feedback on their mistake-proof techniques.
Once they have received feedback, ask them to
return to their original partner and share what
they learned and how they enhanced or revised
the technique.

11:25 a.m.
(35 min)

Slide 38

Creative Problem-Solving

| 4.Remain

1..Slow It Down | Open

S

7. Keep It Up
6. Build It Up

5. Talk It Up

2. Write It Down |
3. Break It Down

Learning Objective 7/
Learning Activity 45: Creative Problem-Solving

¢ Handout 35: Seven-Step Creative Problem-
Solving Process

¢ Handout 36: Creative Problem-Solving
Worksheet

This activity supports the seventh learning
objective—follow a framework for creative
problem-solving to address issues that may arise
from business reengineering.

Use the slide and Handout 35 to introduce

the content of the learning activity. Facilitate a
discussion of the model and have participants
share their strategies for each step. (NOTE: The
customizable presentation slides are animated
and allow you to bring in each step one at a
time.)

Then lead the group into the application portion
of the activity, referring to Handout 36 and the
list of problems charted during the discussion.
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TIMING
12:00 p.m.
(60 min)

SLIDES
Slide 39

NN s e

Lunch

| ACTIVITIES/NOTES/CONSIDERATIONS
LUNCH

1:00 p.m.
(15 min)

Slide 40

Quick Start

* Pick two cards
from the pile on

the table \
+ Choose the one yo
answer

« Share your card and answer
with your tablemates

— — o —

Transition to Afternoon/
Learning Activity 46: Quick Start

Use this self-directed pulse-check activity to
open the afternoon and address any questions
or concerns. Set out materials, display the slide,
and invite participants to complete the learning
activity as they return.

After the activity, answer questions from the
group and clarify content as needed. Provide an
overview of the remaining learning objectives for
the afternoon.

1:15 p.m.
(45 min)

Slide 41

Next Steps...

— — o —

Learning Objective 8/
Learning Activity 47: Next Steps to Improve
Our Systems

¢ Handout 37: Next Steps to Improve Our
Systems

This activity supports the eighth learning
objective—create team action plans to enhance
the service systems documented on Day One.

You have a great deal of flexibility in how you
choose to form the action planning teams. Be
sure each team member takes an active role
both in documenting the action plan and in the
actions committed to in the plan.

2:00 p.m.
(15 min)

Slide 42

N s e

Break

BREAK
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TIMING | SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS
Slide 43 Transition to Service Behaviors
Use this slide to signal shift in topic to service
_ _ behaviors.
Service Behaviors
2:15 p.m. Slide 44 Learning Objective 9/
(30 min) Learning Activity 48: Keep a Cool Head

Some words have
atendency to

cause conflict

Others reduce

(or avoid) the
conflict
effectively

— — o —

¢ Handout 38: Keep a Cool Head

This large group activity supports the ninth
learning objective—identify strategies for
managing conflict.

In this activity, participants identify phrases

and actions that increase conflict, strategize on
how to respond to them to reduce their conflict-
causing effects, and list alternative phrases to help
avoid conflict.

Use the instructions in the learning activity and
these three slides to conduct the exercise.

(Slide 1 of 3)

Slide 45

Keep A Cool Head

Use this slide to focus participants’ attention
during the group discussion.

Keep A Cool Head

you

s.
generalizations)

— w— s —

I (Slide 2 of 3)
Slide 46 Use this slide to encourage participants to

compare their ideas to some prepared answers.
NOTE: Animation in the customizable slides will
provide feedback on participants’ interpretation
versus the actual alignment with the escalating
and deescalating labels. If you are using the free,
pdf-version of the presentation slides, the slide
will automatically display the aligned positioning
shown at left.

(Slide 3 of 3)
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TIMING | SLIDES | ACTIVITIES/NOTES/CONSIDERATIONS
2:45 p.m. Slide 47 Learning Objective 9/
(30 min) Learning Activity 49: Quit Taking It Personally
Quit Taking it Personally! (Q-Tip) I (O-Tip]
E::m',’::f: 'ors::‘i::ers;::,i:,::'gb't 1| | * Handout 39: Quit Taking It Personally (Q-Tip)
aking advantage ellin $ . o . .
’ ':nfon:ide:ai — :,de I This pop-up activity also supports the ninth
harassing learning objective.
disrespectful argumentative
creating an ethical dilemma I Use this slide and the handout to review (briefly)
— the types of customer behaviors that can trigger
an emotional reaction.
(Slide 1 of 2)
Slide 48 During the pop-up exercise, participants generate
neutral and customer-focused responses to
Quit Taking It Personally!
o I sample language customers may say. Colleagues
» mnotanteavoncura || | Will vote on the effectiveness of the responses
=gl pensemasmaenwinne || shared using colored cards. Use the instructions
JO)y oo I in the learning activity and this slide to introduce
n I and facilitate the exercise.
s (Slide 2 of 2)
3:15 p.m. Slide 49 STRETCH BREAK
(10 min) For this break, stay in the room but invite

L I ]

Stretch Break

everyone to stand, stretch, and take a mental
break to lead into closing activities.

Options to consider include self-directed
stretching, a chair-yoga video clip, or asking
volunteers to lead the group in their favorite
stretch.
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TIMING
3:25 p.m.
(40 min)

SLIDES
Slide 50

Service Legacy

+ What do you
want to be

known for? g"‘“"‘ Llstep

reet--- Q grooems

“““““““

i
H
‘ |
ez simpliy Q

=] e Spryice-culture
streamiined

| ACTIVITIES/NOTES/CONSIDERATIONS
Personalizing the Learning/

Learning Activity 50: Living My Legacy

¢ Handout 40: Living My Legacy Worksheet

Take 10 minutes to field comments from
participants on what a legacy is and how to plan
and live your own desired service legacy. Begin
shifting your tone and energy level to lower the
intensity of the room’s energy level.

Establish a quiet learning environment for
participants to contemplate and draft their
service legacy plans. Allow 30 minutes. Consider
adding a guided reflection prior to the handout
to shift the energy of the room to one of self-
reflection and introspection before they focus on
their individual plans. It may also be beneficial to
softly play music to establish a tone in the room,
as described in a variation in the learning activity.

4:05 p.m.
(25 min)
End at 4:30 p.m.

Slide 51

| [

ATD
Workshop

A Total Approach to Service
Systems - Strategies - Behaviors

Closing/Learning Activity 51: Day-Two
Workshop Closure

e Handout 41: Course Evaluation—A Total
Approach to Service

Time has been built in here for you to structure
a planned close to the workshop, rather than

an abrupt ending. With questioning and other
techniques, guide participants through a review
of what they learned, their own assessment of
what they learned, what they will do with what
they learned, and a celebration of their
achievements.

If the workshop is part of a larger organizational
initiative, be sure to share next steps in relation to
the overall initiative too.

Use the evaluation instrument to gather feedback
on the workshop. Collect completed course
evaluations. Distribute certificates (if provided).

Chapter 3: Two-Day Customer Service Workshop: A Total Approach to Service

59



What to Do Next

*+ Review Chapter 10 and create your workshop support plan:

o

Select the most effective pre- and post-workshop communication strategies.
Involve participants’ managers early on.

Choose the follow-up coaching strategies that most efficiently align with your work-
shop rollout.

+ Manage workshop logistics:

o

Identify appropriate participants.
Schedule the workshop dates, reserve an appropriate location, and invite participants.
Inform participants about any pre-work, if you are adding it to the workshop.

Prepare copies of the participant handouts (refer to Chapter 14 for information about
how to access and use the supplemental materials provided for this workshop).

Coordinate catering, if being provided.

* Prepare yourself for the workshop:

]

o

Review the workshop objectives, learning activities, and handouts to plan the content
you will use.

Confirm that you have addressed scheduling and personal concerns so that you can be
fully present to facilitate the class.

Set an out-of-office email auto response for both days of the workshop.

+ Pack your bag:

60

Gather the workshop essentials: participant materials, slide show file, facilitator notes
(learning activity pages in Chapter 11), and any activity materials noted in the learning
activities (customized manipulatives, index cards, envelopes, or others).

Coordinate or bring audio-visual equipment: laptop, projector, speakers, and remote
control for presentation slides.

Pack training room basics: markers, tape, easels, flip charts, and tactile items, such as
Koosh balls, Play-Doh, or others, to place on the tables for tactile learners.

See Chapter 8 for other ideas to enhance the learning environment of your workshop.

Buy This Book

CUSTOMER SERVICE training


aquinn
Text Box
Buy This Book




