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H
Qﬁb Objectives

To understand what is service awareness.

To understand what affects service awareness.

ﬁ
Qﬂd Class Hour

2 hours
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Question: What is service awareness? How to improve service awareness?

Service awareness is related to people’s personnel quality.

There is some proper training for people to improve their service awareness.

Service awareness is the foundation of service technique and customer satisfaction.

With service awareness and mutual understanding, this kind of problem can be
easily solved.

With the continuous development of service awareness, the performance of a team
is improving.

Strong abilities on market research, judgment and service awareness are needed to
complete the task.

In classroom, teachers should give more examples to explain the meaning of service

awareness.

sicleilenh =8 Dialogue

Question: What can you do or say to make people feel warm?

(You saw someone just standing in the hallway and looking around. )

Lin: Excuse me. May I help you?

Peter: No, I am just looking around.

Lin: I work in this station. If you need any help, please let me know.

Peter: OK. I am from an advertising agency and my name is Peter. I am trying to
find a good spot for a commercial ad so that all the passengers can see it.

Lin: Oh, that is something I can not help with.

Peter: It is alright, thanks. I just need to check out whether it is the spot. Is this
the main entrance where most passengers get in and out?

Lin: Yes, it is.

Peter: That is great, I thought the main entrance is on the south side of the
station. Thank you.

Lin: It’s my pleasure.
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EECTINEN Passage

Question: Do you know that the service awareness can make you provide help
effectively and make others feel hospitable?
Service Awareness
Service awareness is a person’s consciousness and desire which reflects a series of
warm, thoughtful and active service. It is from a service personnel’s inside. It is a kind

of instinct and habit. It can be formed through training, education and practice.

Here is a story about “the best service”.

Once a scholar was invited to a Japanese restaurant in Paris. His friend ordered
Sushi for him, but he could not finish at the end because it was too much. He asked to
take it away, but the waiter bowed to him and refused. He was confused and unhappy,
so he called the manager of this restaurant for an explanation. The manager smiled and
told him,“Sorry, I have to take responsibility to all customers. The Sushi must be eat
in the restaurant otherwise it will turn bad later.”

“I can put in my fridge immediately after I get home. ”The scholar said.

“But I cannot guarantee that you will put them in the fridge in a very short time. ”
“But we can not finish it now, it is a waste to throw away. ”

“Don’t worry, Sir, we can deal with it. And we are not going to charge you for the

left, but you just cannot take it away. ”
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Of course, the staff in this restaurant got a very high compliment due to their good
service awareness. Generally speaking, we buy some fresh food, and later on they
would lose freshness. If we eat them, we will get sick. We cannot blame anybody but
ourselves, But for this restaurant, they think differently. They take customers’ health
as their responsibility.

This is a very good example of service awareness.

@ Words & Phrases

awareness [o'weonos ] n. L B L AE
proper ['propa] adj. &0 A BB FEA R 5 IETR Y
foundation [ faun'deifon | n. FLAM 5 b FE 5 L4 2 AR HE A1) 57
satisfaction [isaetisfack[on | n. TG W AR 5 TR AR B R
mutual ['mjuztfusl] adj.  EIEHY s AHE R LY
ability [ o'biloti ] n. e 1 . HETY s 4 hE
performance [ potformens | n. PERE s B8 T PUAT s R
consciousness  [kpnfosnos | n. B N 5 o HE 5
take away Wk &k BUE
throw away Poda, £ 5%
confuse [ kon'fjuz | vt 7 YR L 5 i IR =%
instinct [mstmkt | n. AN BE , B9 s Rk
adj. FEWE R
take responsibility to S oon oo Uik
habit [haebrt ] n. AR 2 s v BT
guarantee [lgaeron'ti | n. PRI s FEAR s PR UE N 5 PR IE
ut. PRAE 5 45 £
explanation leksplomerfn ] n. UL BH | ff B s BF
describe [ dr'skrarb | L. iR JER ;2

Exercises

I Read and complete the blanks.
1. We can use some proper training to improve our
2. Service awareness is the foundation of

3. can affect people’s judgment and performance.
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I Translate the following passage into Chinese.

Of course, the staff in this restaurant got a very high compliment due to their good
service awareness. Generally speaking, we buy some fresh food, and later on they
would lose freshness. If we eat them, we will get sick. And we cannot blame anybody
but ourselves. But for this restaurant, they think differently. They take customers’
health as their responsibility.

I Answer the following questions briefly according to the passage.
1. How to judge whether a service personnel has service awareness?
2. Can you explain why the service awareness is so important to enterprises?

IV Find an English story which is talking about service awareness and write it down.

Extensive Reading

Text A

Customer Service Training

The recent economic slowdown has forced more companies to place a greater
emphasis on maintaining their existing customer base while struggling to expand market
share. While customer satisfaction has always been a key component of success,
companies must now ensure that all employees are fully aware of the importance of
providing unparalleled customer service. Customer Service Awareness is designed to
reinforce positive customer service habits while minimizing negative behaviors that may
erode customer confidence.

Our Customer Service Awareness program is ideal for busy organizations where
time is critical and every moment spent away from customers can affect the bottom line.
Centered on the key concepts of customer service, this lecture-style seminar provides an
accelerated crash course on the most important topics related to building customer
satisfaction. Proven skills and techniques for customer-facing employees are highlighted
as discussions on customer needs and the motivating factors that determine customer
behavior. Question, answer sessions and exercises enable participants to delve into

specific customer situations and learn skills that they can implement within minutes of
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returning to work.

Seminar Objectives:

Participants in the Customer Service skills seminar will learn to:

* Understand customer behavior and motivating factors

e Determine customer needs

e Build trust and strengthen relationships

e Listen to customer complaints and objections

» Acknowledge customer concerns

e Deal with the most difficult customer service issues

* Handle unreasonable customers

* Be proactive rather than reactive

» Show empathy

* Defuse critical situations with unhappy customers

* Work with peers and management to increase customer satisfaction

* Provide exceptional customer service to protect and expand market share

To maximize your customer service teams effectiveness we suggest our custom.,
private customer service seminars offered in house at the location of your choice.

Source: http://wwrw. customerservicetrainingcenter. com/ customer _service _awareness.

hitm

Text 13

The 10 Commandments of Great Customer Service

By Susan A. Friedmann
Customer service is an integral part of our job and should not be seen as an
extension of it. A company’s most vital asset is its customers. Without them, we could
not exist in business. When you satisfy our customers, they not only help us grow by
continuing to do business but also recommend you to friends and associates.
The practice of customer service should be as present on the show floor as it is in

any other sales environment.
The 10 Commandments of Customer Service

Know who is the boss. You are in business to service customer needs, and you can

only do that if you know what it is your customers want. When you truly listen to your
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customers, they let you know what they want and how you can provide good service.

Never forget that the customer pays your salary and makes your job possible.

1. Be a Good Listener

Take the time to identify customer needs by asking questions and concentrating on
what the customer is really saying. Listen to their words, the tone of voice, body
language, and most importantly, how they feel. Beware of making assumptions-
thinking you intuitively know what the customer wants. Do you know what three things
are most important to your customer? Effective listening and undivided attention are
particularly important on the show floor where there is a great danger of preoccupation-
looking around to see whom else we could be selling to.

2. Identify and Anticipate Needs

Customers don’t buy products or services. They buy good feelings and solutions to
problems. Most customers’ needs are emotional rather than logical. The more you know
your customers, the better you become at anticipating their needs. Communicate
regularly so that you are aware of problems or upcoming needs.

3. Make Customers Feel Important and Appreciated

Treat them as individuals. Always use their name and find ways to compliment
them, but be sincere. People value sincerity. It creates good feeling and trust. Think
about ways to generate good feelings about doing business with you. Customers are very
sensitive and know whether or not you really care about them. Thank them every time

you get a chance.
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4. Body Language Is Key

On the show floor be sure that your body language conveys sincerity. Your words
and actions should be congruent.

5. Understanding Is Crucial

Help customers understand your systems. Your organization may have the world’s
best systems for getting things done, but if customers don’t understand them, they can
get confused, impatient and angry. Take time to explain how your systems work and
how they simplify transactions. Be careful that your systems don’t reduce the human
element of your organization.

6. Appreciate the Power of “Yes”

Always look for ways to help your customers.

When they have a request (as long as it is reasonable) tell them that you can do it.
Figure out how afterward. Look for ways to make doing business with you easy.
Always do what you say you are going to do.

7. Know How to Apologize

When something goes wrong, apologize. It’s easy and customers like it. The
customer may not always be right, but the customer must always win. Deal with
problems immediately and let customers know what you have done. Make it simple for
customers to complain. Value their complaints. As much as we dislike it, it gives us an
opportunity to improve. Even if customers are having a bad day, go out of your way to
make them feel comfortable.

8. Give More Than Expected

Since the future of all companies lies in keeping customers happy, think of ways to
elevate yourself above the competition. Consider the following:

What can you give customers that they cannot get elsewhere?

What can you do to follow-up and thank people even when they don’t buy?

What can you give customers that is totally unexpected?

9. Get Regular Feedback

Encourage and welcome suggestions about how you could improve. There are several
ways in which you can find out what customers think and feel about your services.

Listen carefully to what they say.

Check back regularly to see how things are going.

Provide a method that invites constructive criticism, comments, and suggestions.
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10. Treat Employees Well

Employees are your internal customers and need a regular dose of appreciation.
Thank them and find ways to let them know how important they are. Treat your
employees with respect and chances are they will have a higher regard for customers.
Appreciation stems from the top. Treating customers and employees well is equally
important.

Source: https://www. thebalance. com/ten-commandments-o f-great-customer-

service-2295997



