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By John Tschall

If you want to potition yourself as a senvice leader you need to launch
2005 with a process in place that will educate and train every employes
10 excel at customer service. Many organizations work on the assumption
that empiorees have been previously tralned to excel at customer senvice,

Too marny organizations beliews that teliing employees ina January
miema 1o kove customers and take care of them will sobve the problem.

“Use new training materials
every six months.
Never put employees
tﬁmugh the same program
- unless the previous

- onedid not stick.”

1 just retumed feom snow skling inVail, Coloradis Sking s great bit .«
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Dmﬂdtmrphl'kqu.ﬂmn Think Like o Bifionaire, writes: "Gary
Stephan, the golf pro at unmmmmu Club In Briarchff Manot,
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wesk of practice, whether It's on the putting green, or playing rounds, or
at the driving range, Sericus golfiers leoking to impeove their game should
alzo devote an hour & week to instruction. Golf, ke everything else in e,
requires dedication.”

i you want great customer service you should provide the following:

1. All new emipioyees should be trained on the art of customer
senvice before they start or within the first week.

2 Ml present employees need to be tralned with & NEW customer
service training pecgram at keast every sbe months.

1 ideally all employees should go through 40 hours of training. on
CLATOMSS SArVICE, Svery year,

4. Ute nevw training materals every si months. Never put employees
through the same program unless the previous one did not stick.

5, Use training programs that ané bullt arcund experiential leaming.
Ideally, BO percent of the time.,

£. Use tools that are fun and exciting. to hobd attention.

7. Build people fram within, Help them believe in themebves.
Expand thelr self Image and self concept.

8. Work on the basics and fundamentals. Bxscution of the basics is
the hardest thing to master and the most oritical to use.

< have aVail Peaks ski pass that [s ehectronically scanned. My card has
mﬁmomﬂmmﬂnurﬂmﬂﬂmﬂeﬁmmdum.
About 905 of the time employees would say, after wcanning thanks for
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what | call the fundamentals.
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is the last time you were at your bank and the employee recognized you
and called you by your name? How hard ks It to ead a deposit stip or
check? A customers name is the most precious thing they have,

Some of you are mwmmmm vahuabls time
training peopie on the basics. Simpla things ke recognizing customers
and calling them by name. An ofganation that s mastering the service
mmmummwmﬁmbemm
leaders have flawless execution.



