Customer Service. Weekly Assignment. Session 3

Name: ____________________________________________ Date: ______________________
1:  When I represent a group (club, team, class), what do my words and actions “teach” others about what our organization stands for?



2:  How do I usually communicate under stress (rushed, annoyed, nervous)—and what impact might that have on the people I’m leading?



3:  What are my biggest communication “hot buttons” (pet peeves) with others—and how can I prevent them from controlling my reactions?



4:  Do I make people feel important and respected when I first interact with them (greeting, tone, attention, using their name)? What would others say?



5:  Am I better at talking or listening—and how often do I truly confirm understanding by paraphrasing (“So what I’m hearing is…”)?


6:  When there’s a problem, do I hide behind rules or blame others—or do I take responsibility and focus on what I can do to help?



7:  Do I ask questions in a way that lowers defensiveness (e.g., “What led to that?” instead of “Why did you do that?”)?



8:  What nonverbal messages do I send without realizing it (eye contact, posture, facial expressions, tone, phone etiquette, texting style)?



9:  What “filters” might shape how I judge people (assumptions about age, gender, culture, popularity, background)—and how could those filters distort my leadership?



[bookmark: _GoBack]10:  When I promise something (a follow-up, a task, support), do I consistently follow through—and how does that reliability affect trust in me as a leader?
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