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Customer Service Group's Success Guides

Second volume on skills building for
customer service professionals. Focuses on

Skill Sha rpener the more advanced skills, such as interna

customer service, team-building,

Training for the Frontline self-growth and electronic
- communications. Content  includes:

Introduction and Managers  Guide

Volume 2 Increasing  Professionalism  Building a

positive self-image Setting  personal
e A e objectives Customer Relations Building
The Customer Communicator rapport with customers Responding to
- customers requests and concerns Bridging
the language barrier Working with diverse
people Complaint Handling Proactive
complaint handling Recovery skills: How
to save alost customer Turning complaints
into sales Effective Communications
Assessing and improving your phone voice
Netiquette:  Guidelines for  customer
friendly email Slash word clutter in your
written communications Building listening
awareness. A checklist of good behaviors
Building rapport with internal customers
Stress Management Control on-the-job
stress: Rate your vulnerability Freeze and
neutralize stress as it happens
Team-Building Skills How to give
performance feedback for a stronger team
Receiving feedback from teammates
Assessing team  productivity Team
problem-solving techniques
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