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Message to Managers  & Customer Service Champions

This guide is designed to help you optimize the value of the training your employees have just completed. Their willingness and ability to apply trained skills is directly related to your level of expectation and support.
There are two elements that require your management: 
· Post-training action plans
· Application Exercises
The First Step

Following the training, participants were asked to create an action plan identifying five things they can do to enhance their service. 
Within the 1st Week of the Class
Hold a meeting with your team(s) to conduct the following (5) activities: 
1. Capture, from the class,  the (5) things each team member could do to enhance service 
a. Discern the financial implication of the solutions 
2. From the remaining viable solutions, develop at least (1) of the following:
a. 10 Commandments of Service for the Team 
b. Team Service Policies 
c. Team Service Level Agreement for customers and /or partners 
3. Determine how you will measure the effectiveness of your efforts: (Choose from one of the following or create your own) 
a. Embed survey link in email signature line 
b. Random calls to a representative number of customers /partners about the level of service provided by the team conducted monthly or quarterly 
c. Random electronic or paper surveys sent to a representative number of customers /partner on the level of service provided by the team conducted monthly or quarterly  
4. Identify a Customer Service Champion from your team to assist with supporting your team’s service efforts
5. Establish a monthly meeting to discuss progress on the team’s customer service metrics and feedback

Within 1st 30 Days of the Class 
1. Document New Service Commitments  and Metrics 
2. Submit Service Commitments and Metrics to Human Resources
3. Meet with your Internal Partners to share the team’s new service commitments 
a. If appropriate, duplicate with external customers 
4. Post the Service Commitments in your team’s common area with visibility to the rest of the organization. 
Application Exercises

Attached are activities that reinforce the trained skills and concepts.
In a staff meeting, explain to your employees that the exercises are designed to help them implement the skills and concepts taught in the program. Explain that you will be assigning application exercises to help them prepare for “training follow-up” segments of their staff meeting.
Assign one exercise at a time asking each of your employees to use the handout to prepare to discuss their experience in a team meeting. Emphasize that they will not be asked to turn in their copy or share their individual responses.
It is critical that you recognize the successes your employees are having and address any barriers, issues and concerns they encounter. If you are having difficulty answering a question or concern, contact Jennifer Williams or Human Resources.
Application Exercise One:  Service Excellence

Identify a company you feel has a reputation for service excellence. Explain why.
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
What is the best service experience you have had? What made it so?
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Give an example of when you have provided excellent service. What was the situation; what action did you take; what was the result?
Situation
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
What you said/did ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Page | 1 

© copyright 2011 Remillard & Associates, Inc. All rights reserved.
www.remillardandassociates.com

