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Course #106:  Supporting Front Line
 Customer Relations

The Manager’s Role

Course Description…

In order for a company’s front line to succeed two factors are critical. The employee’s ability to perform the skills to do the job and the manager’s ability to coach the employee to succeed.  When these two factors stay in sync, the company is set up for success.  This course is designed for the managers responsible for supporting the front line employees.  It teaches the skills necessary to establish expectations, provide effective feedback and to motivate those employees on the company’s front lines.  Continuous management support leads to continuous exceptional front line service.
Learning Objectives…

· Understand your coaching style (Situational Leadership tool?)
· Learn the customer service techniques being taught to your front line

· Develop techniques for monitoring customer service in your department

· Practice skills for establish expectations and providing feedback
· Determine techniques for motivating staff for continued positive performance
Who should attend…

Supervisors or managers who have staff participating in Frontline Customer Relations
Prerequisites…

There are no specific prerequisites.

See next page for a detailed course outline…

Course Outline…

Introduction and Overview

Course Objectives

Unit 1: Introductions

Unit Objectives

The Company’s Commitment to Customer Service
· The front line’s (staff’s) role

· The manager’s role

· Our vision for customer service
Supporting the Front Line
· The manager’s responsibilities
· Leadership style assessment
· Adjusting  your style to coach effectively
Unit Summary and Best Practices

Unit 2: Identifying Excellent Customer Service 
Unit Objectives

Excellent Customer Service Requires…
· Listening first

· Choosing to serve
· Defusing and Satisfying
Identifying Service
· MBWA (Managing By Walking Around)
· Creating opportunities to observe service
Unit 3: Establishing Expectations and Providing Feedback
Unit Objectives

Establishing (or re-establishing) Clear Expectations
· Describe specifically what you want the employee to achieve
· Explain the impact of the results on the employee, department or company
· Review any specific criteria the employee needs to know to succeed
· Provide any necessary resources
· Provide support
Providing Feedback
· Determine the purpose of the feedback
· Identify the specific behaviors/action to change/improve
· Explain the consequences of the current behavior(s)

· Ask for employee’s thoughts/point of  view

· Discuss how to improve performance

· Express support
Unit 4: Motivating Employees to Provide Excellent Service
Unit Objectives

Ideas to Use

· Where does motivation come from?
· Creating a motivating climate
· Specific techniques for motivating specific employees
· Using recognition as a motivational tool
Wrap up

Where to go for more information
Please contact your ROI representative to discuss course tailoring!!!
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