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Chapter Seven:  Service Breakdowns and Recovery

Service breakdowns occur whenever any product or service fails to meet the customer’s _____________.

Behavioral preferences have a major effect on the interactions of people.  The more you know about style tendencies, the better you will _________________ your customers.

Everyone possesses one or a combination of the following four different behavioral styles:
R ________________ I _________________ D _________________ E _________________

Because customers can display various types of behavior from time to time, you should carefully _______ their behavior and learn about each style as an indicator of the type of person with whom you are dealing.

Ultimately, successful __________________ is delivered through effective communication skills, positive attitude, patience, and a willingness to help the customer.

From time to time, you will provide assistance to customers who can be described in one or more of the following ways:
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

A key to successfully serving all types of customers is to treat each person as an ____________________.

Your ability to focus on the situation or problem and not on the person will be a very important factor in your ___________________.

The following provides strategies for effectively handling demanding customers:
1. ___________________________________________________
2. ___________________________________________________
3. ___________________________________________________
4. ___________________________________________________

By being thoroughly familiar with your organization’s policies and procedures and your limits of authority, you will be prepared to ___________________ with demanding customers.

You will encounter people who cannot or will not make a ____________________.  In some instances, this may be a result of their behavioral style or it might be due to something in their background from which they learned such behavior.

In some cases, _________________ customers truly do not know what they want or need, as when they are looking for a gift for a special occasion.  In other instances, such customers are afraid that they will choose incorrectly or need reassurance that the product has the features they really need or will use later.

An _________________ point to keep in mind is that some people really are just looking or researching a product or service as they check out sales, kill time between appointments, or relax, or they may simply be lonely and want to be around others.

Strategies for dealing with an indecisive person are: (1) __________________, (2) _________________, (3) __________________, (4) ___________________, (5) ___________________.

In order to satisfy customers, try the following strategies:
1. ________________________________________________
2. ________________________________________________
3. ________________________________________________
4. ________________________________________________
5. ________________________________________________
6. ________________________________________________

Remember that if you get defensive, you become part of the problem and not part of the _____________.

To effectively serve an angry customer, you must move beyond the ________________ to discover the reason for their anger.

The following are resolution strategies when dealing with an angry customer.
1. ________________________________________________
2. ________________________________________________
3. ________________________________________________
4. ________________________________________________
5. ________________________________________________
6. ________________________________________________
7. ________________________________________________
8. ________________________________________________

The following are strategies for dealing with rude or inconsiderate customers:
1. ___________________________________________________
2. ___________________________________________________

Some people phone or approach you and then spend excessive amounts of time discussing irrelevant matters such as personal experiences, family, friends, schooling, accomplishments, other service situations, and the weather.  
1. ___________________________________________________
2. ___________________________________________________
3. ___________________________________________________
4. ___________________________________________________

Using the emotion-reducing model helps to calm the customer so that you can then _______ the problem.

Before you can get the customer to calm down, listen, and address the situation, you must first deal with their _________________ state.

To help calm the customer down, you must _________ customer-focused verbal and nonverbal messages.

A customer generally wants to be respected and acknowledged as an individual and as being ___________________.  
The key to helping resolve any service breakdowns is to frame your problem resolution with customer-focused messages through use of the Emotion-Reducing Model.
1. ___________________________________________________
2. ___________________________________________________
3. ___________________________________________________
4. ___________________________________________________
5. ___________________________________________________

Failing to meet customer’s needs, handling problem inefficiently, treating the customer unfairly, and using inadequate systems are reasons for the customer to ___________________ you and go elsewhere.

Four Reasons for Customer Defection: (1) ______________________, (2) _______________________, (3) _______________________, (4) _______________________.

Relationships with your internal customers are important.  You should meet your commitments and build a professional ____________________.

The importance of effective internal customer service cannot be underestimated.  That is because your relationships with individuals and departments within your organization have far-reaching effects on the ____________________.

Through your words and actions, go out of your way to let your customer and your supervisor know that you have a positive, can-do, customer-focused attitude.  Let them know that you will do whatever it takes to create an environment in which ________________ and ________________ customers are important.

Take a __________________ approach to building internal relationships so that you can head off negative situations.

Focusing on the customers’ needs and seeking ways to satisfy them quickly while exceeding customer expectations are ways to prevent dissatisfaction.

The best way to deal with a service breakdown is to prevent it from happening.  The following are some specific strategies for preventing dissatisfaction.  
1. __________________________________________________
2. __________________________________________________
3. __________________________________________________
4. __________________________________________________
5. __________________________________________________

When a customer takes the time to share a concern, complaint, or question, thank them for giving you an opportunity to correct a problem area and then take the following 5 actions:
1. __________________________________________________
2. __________________________________________________
3. __________________________________________________
4. __________________________________________________
5. __________________________________________________

Conflict should be viewed as neither positive nor negative.  Instead, it is an opportunity to identify __________________ that may need to be addressed when dealing with your customers.


There are many causes of conflict. The following are some common ones:
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Even though each situation and person you deal with will differ, there are some basic approaches that may help in resolution of disagreements.
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Managing conflict involves more than just resolving the disagreement.  If you fail to address emotional and psychological needs of those involved, you may find conflict returning and/or severe damage to the customer-provider __________________ may occur.

The following strategies can assist in service recovery efforts: 
(1) _________________, (2) _________________, (3) _________________, (4) _________________, (5) _________________, (6) _________________, (7) _________________.

Before you begin to solve a customer’s problem, consider the fact that they may not really want you to “solve the problem.”  In some cases, a person simply wants to vent frustration or be _________________.  

In many cases, your customer will often have a solution in mind when they call you.  Your role may be to simply __________________ and offer to facilitate the implementation of the suggested solution.

To solve a problem, you need to first identify the cause and result of the issue and determine if it needs to be __________________.

Once you decide to solve the problem, follow the six proven steps to problem solving: 
(1) _________________, (2) _________________, (3) _________________, (4) _________________, (5) _________________, (6) _________________.

The job of a service provider is to return the customer to a satisfied state.  Not listening, poor communication, and lack of respect are __________________.

Some typical reasons that necessitate service recovery:
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Actually, there are numerous factors in the service process that can lead to a failure to meet customer expectations.  Ultimately, they can all influence service ___________________.

[bookmark: _GoBack]There are five phases to the service recovery process: (1) ________________, (2) __________________, (3) _________________, (4) _________________, (5) _________________.
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