Customer Service. Weekly Assignment. Session 5

Name: _________________________________________ Date: _________________________

1: When something goes wrong, do I focus more on who caused it or on what needs to be fixed—and why?



2: How do I usually react when I feel disrespected or disappointed, and what would a calm, effective leader do instead?



3: What are my biggest “wants,” “needs,” and “expectations” when I work with others—and how might those shape my behavior in a group?



4: How can I tell the difference between what someone intended and how their actions were perceived by others?



5: Which behavioral style do I show most often (rational, inquisitive, decisive, expressive), and how might that help or hurt me as a leader?


6: When I’m frustrated, what helps me lower my emotions so I can think clearly and solve the problem?



7: How do I show someone I’m listening—especially if I disagree with them or think they’re being unfair?



8: When someone is angry or upset, do I try to “win the argument” or rebuild the relationship—and what does each choice lead to long-term?



9: How do I treat “internal customers” (teammates, classmates, teachers, club members)—and what reputation am I building through that?



[bookmark: _GoBack]10: If I made a mistake that affected others, what would a strong “service recovery” look like from me (apology, action, compassion, making it right, follow-up)?
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