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Attitude is Everything Our Bizniss

COPYRIGHT WAIVER

Thank you for choosing to train with the Bizniss Attitude Is Everything tg@ining
program.

In order to provide you with cost effective training, Our Bizniss has waived
copyright on this trainer’s manual.

This waiver, however, is limited to organisations that have pur video

based training program Attitude Is Everything.

You may make as many duplicates of the material withi like. However,
these duplicates may not be resold. They are only tg be conjunction with
this program.

Consultants training on a freelance basis are ed to sell copies of this
material to participants. However, they canfdu te whatever portions are
necessary, provided these are free of chafge

Our one request is that you leave our gments on the overheads and
handouts.

COPYRIGHT RESTRICTIO @

The video, Attitude Is protected by copyright. No unauthorised
viewing of this progr, a ed. We must ask that you not copy, edit, add to
or reproduce the p in‘any way, without the express prior written

permission of Our Bizn roductions.

so that they are easily affordable and can be widely used.
Is our only source of income and enables us to make further
our training resources.
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OHT Masters

FOREWARD

This program is designed as a half-day group training session on how our agtitude
affects everything we do on the telephone.

Just as the organisations that use this program are wide and varied, so are t
desired outcomes of the participants attending. As a result, we have, tried,to
make Attitude Is Everything, as generic and flexible as possible.

This manual will provide you with some background notes, alo practical
activities and suggested running times. Feel free to add t the structure
of this training session to suit your needs.

You do not need to complete all exercises provide
requirements of your organisation. Of course, th
provided is only a guide. The time spent on e
on the objectives of the trainer/facilitator an@ t
participants.

nless they suit the specific
chedule we have

y is entirely dependant
gression rate of

PREPARATION

In order to maximise the be
trainers/facilitators famili
comfortable with the

s training session, we recommend that the
elves with the topic at hand. You should be
poth this manual and the video.

You have been sup with' master copies of OHT’s and participant handouts.
Make sure that suffici copies of each have been prepared prior to the
training sessiox

In the training¥@om you will need the following:-

head projector or computer projector system
Monitor and VCR player

A whiteboard with markers and eraser
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® Note paper and pens or pencils for participants

\'
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SYNOPSIS

Attitude Is Everything

Jackson Smith’s wife has just gone into labour with the couple's first '€hild and like

most new fathers he is desperate to be there. The only problem ishe kin
another state and has missed his plane home. With the next eing until
the following morning Jackson calls another airline to see i anhelp out.

This is where he meets Billy. Billy seems like a nice guy b
go until the end of his shift, the last thing he wants is
customer who wants heaven and earth moved.

ly six minutes to
deal with a

Through Billy we discover how our attitudes ¢
other people. After a few false starts Billy e
makes it to the hospital on time. Jackson

K\
&

ly affect the lives of
ets it ight and Jackson
s his little girl after him!

Cole Larsen on Smith

Geoff Re iy

Ronnie Ronnie Smith

Pauli an as Workmate

Nu s Customer Service Officer
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COURSE STRUCTURE AND RUNNING TIME

This course has been designed to run as a half-day training session. If you @o all
of the course work within the allocated running time, your training session uld
run for approximately 4 hours.

COURSE WORK NG TIME

Welcome & Introduction 15 minutes

Objectives & Agenda 10 minutes
Introduction 25 minutes

Video & Discussion 40 minutes

Activity 1 — Difference Between Heari ening 25 minutes
Activity 2 — True or False? 20 minutes

Activity 3 - Impact of a Bad A e 15 minutes
Break 20 minutes
Activity 4 — Positive ative 20 minutes
Summary & Debrief 50 minutes
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PART 1

WELCOME AND INTRODUCTION 15 minutes
®  Welcome all participants to the Attitude Is Everything training session.

® Introduce yourself and tell the group something about your

background.

®  Explain how the training session is to be structured, ho n@hitawill run
for, when the video will be shown, when breaks wil nywhat
refreshments are available and where the phon e oms are.

OBJECTIVES AND AGENDA 10 minutes
®  Discuss the objectives and agend traihing course with the
group.

OHT #1 \
After completing the training sessign ornpAttitide Is Everything, participants will
understand the following: -

®  The importance Q
How to use act e

gestures

® How our attitud Tect the lives of others

®  Custome body language over the phone
® The import e of going the extra mile

® Wh should strive to create advocates

T nce of showing empathy

u

ers should be treated as you would be treated

TITABR
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INTRODUCTORY NOTES 25 minutes

®  Using your own research and the brief notes provided below, gi
participants a brief overview of how important attitudes are

®  |nvite questions and discussion from the group as you

By accepting your job as a telephone operator you’ve essenti dinto

Most organisations clearly define the requirements and the practical tasks for

performing your job. You know what to say whe nswer the call: You know
the procedures to follow to serve the customeg However, without "the
right attitude", somehow all the right proce unt to very little.
H/O #5

DE

“The longer | live, the
ATTITUDE, to me is me
that the past, th
than failures, that

realise the impact of attitude on life.
partant than facts. Itis more important
n, than money, than circumstances,
2s, than what other people think or say or
do. Itis more t than appearance, giftedness or skill. It will
make or br ompany ... a church, a home. The remarkable
thing is we have a choice every day regarding the attitude we will
embr or thapday. We cannot change our past ... we cannot
fact that people will act in a certain way. We cannot
inevitable. The only thing we can do is play on the
we have, and that is our attitude. | am convinced that
@ hat happens to me and 90% how | react to it. And so it
is with you. WE ARE IN CHARGE OF OUR ATTITUDES.”

o
C
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Communication is not simply a one-way process where someone sends a
message and the other people absorb it like a sponge.

The words you say are only one component of the communication proce
because you can hear body language over the phone. Sit up straight. Gie the
customer your full attention and smile.

OHT#2

® You can hear body language over the phone

B Sit up straight

®  Give the customer your full attention

®  Smile
Voice tone and inflections account for 45% of age. A high unsteady
voice can sound child-like. Too deep can s atening and a monotone
voice sounds bored.
OHT#3

®  Voice tone and inflecti unt for 45% of your message

® Too deep - threateni
® Too high - childlik
® Monotone - b

Your voice should confidence, be well modulated, clear and easy to
understand.

OHT#4

onfidence
ell modulated
2ar and easy to understand
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We must develop good listening skKills.

H/O#1

®  The following is a list of “do's” and “don'ts” for good listening:

®  Don't stereotype the speaker because of age, sex, eco ic class,
mannerisms, race, religion or sexual preference. E

®  Don't express boredom, embarrassment or be threa’ what the

speaker is saying.
® Don't constantly drift off into a remote ass ciaQn what the
speaker is saying.
®  Look for feelings as well as facts. $
u @

Don't read too much into what sald, ignoring plain facts and

clear words.

®  Don't constantly rehear itty and profound responses before the

speaker is finished sp in
®  Don't react automaticallygiinthinkingly and predictably over sensitive
issues.

quick fix when you think you understand what the

® Don'tjum

speaker i g. Always allow them to finish.
A istening Gestures are “Uh hu”, “Right” "OK”, “l see” and “That’s
g
OHT#5
hu”
®  “Right”
I|OK11
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B “lsee”
B “That’s great”.

When you listen — be sure to hear. Put yourself in the customer's shoes and show
empathy and compassion for their problem. Strive to understand the customer's
emotions.

And most importantly, go the extra mile. Take responsibility for the custom
satisfaction. Think of it as a personal challenge, leaving no stone urned.

Remember the “Ladder of Loyalty” where you want to turn some your
target market into an advocate for your organisation.
OHT#6
ADVOCATES
Clients
Customers
Prospect
Target Mglrke
LADDE L
And finally, treat customers asy e treated yourself. Be friendly, honest,

respectful and courteous.

OHT#7

®  Friendly

® Honest

" Re ful
B C
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PART 2

THE VIDEO

Play the video “Attitude Is Everything”. 1 tes
Lead a discussion around the video . minutes

Facilitator suggestion:-

Do you think Billy enjoys his job?

Do you think Jackson feels Tan ally care about their

customers?

Is understanding the c emotions enough these days?
Does Billy have any h his attitude impacts on the lives of
others?

Doyout cksen will become an advocate for Tango Airlines
oncegBilly h Ived his problem?
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Activity 1

25 minutes

The difference between hearing and listening

to come up
gis?

Divide participants into groups of six to eight and ask th
with what they think the difference between hearing
Also ask them to list some active listening gestures.

Go through the responses on the whiteboard

Facilitator suggestions-: $

Listening involves absorbing t dsdhat are being said.

Hearing involves the extia step ofenderstanding.

Hearing involves sh@wi mpathy and caring.
Listening is mo than hearing.
Active list gestures include: yes, right, Ok, | see, certainly etc.
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ACTIVITY 2 20 minutes

True or False?

B Ask participants to complete the True or False handout.

H/O # 2

®  Go through the handout and discuss the answers. d queries
the group may have.

Facilitator’s copy:-

TRUE OR FALSE

Decide whether or not the following state ue or false.

Statement True/False
Our Attitudes are conveyed by th r voice and the True
inflections we use.
True

A good attitude is & ) False
policies of your comp
You can hea nguage over the phone. True

ers are more valuable than a few advocates. False

TITABR
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Showing sympathy for a customer’s situation is more important False
than showing empathy.

You should always go the extra mile to solve a customer’s Tru
problem - even if it isn’t in your job description.

Life is 10% what happens to us and 90% how we react to it.

Personal customer attention is too time consuming and
expensive these days.

If we have a positive upbeat attitude our custo like and True

N\
&
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Activity 3 15 minutes

IMPACT OF A BAD ATTITUDE

®  Divide participants into the same groups of six to eight and ask
what they think the result of having a bad attitude is on oth
customers and the organisation?

®  Go through the responses on the whiteboard and

Facilitator suggestions:-
®  Customer will go elsewhere.
® Sales and profits will be negativel .
B Customers will tell their frien about the bad experience.
® A bad attitude has an éAe ct on the organisation's reputation

® |t may have person@quences for a customer.
B The customer@ .
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Activity 4 20 minutes
POSITIVE VERSUS NEGATIVE

H/O #3

®  Divide participants into the same groups of six to eight and ask t to
collectively complete handout 2.

®  Go through the responses on the whiteboard and

Facilitator suggestions:-

NEGATIVE ATTITUDE POSITIVE ITUD
Complaining customers are an Compl ustomers are an
inconvenience. o get back on track.

It’s management’s responsibility to
solve customers problems.

e is responsible for solving
mer's problems.

Discourage complaints. Encourage complaints.

Attend to problems as th Fix problems before they arise.

Shut the customer up? Hear the customer out.

It’s not my fa Take responsibility.

mean everything is OK. | We should be concerned if we are not
receiving customer feedback.
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PART 3

SUMMARY & DEBRIEF 50 minutes

®  Play the Video again.

® Go through some of the training points highlighted j ysing

the OHT’s.

®  Ask for and answer any questions that ipants may have.

®  Let participants know if and @Iow up training is to be
conducted. A

B Give participa f H/O #4 Summary Sheet and H/O #5
Attitude.
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H/O #1

The following is a list of “do's” and “don'ts” for good listening: -

®  Don't stereotype the speaker because of age, sex, ec
mannerisms, race, religion or sexual preference.

®  Don't express boredom, embarrassment or be
speaker is saying.

d by what the

®  Don't constantly drift off into a remote ass@ciation with what the
speaker is saying.

®  Look for feelings as well as facts.

® Don't read too much into w
clear words.

said, ignoring plain facts and

®  Don't constantly rehe
speaker is finished s

nd profound responses before the

® Don'treact au
issues.

® Don'tjum ith a quick fix when you think you understand what the
speaker is saying. Always allow them to finish.

, unthinkingly and predictably over sensitive
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H/O#2
TRUE OR FALSE TEST?
Decide whether or not the following statements are true or false.
Statement True/False

Our Attitudes are conveyed by the tone of our voice and the
inflections we use.

The difference between good and great service is your attit

A good attitude is all about knowing the correct proced
policies of your company.

You can hear body language over the ph

A lot of customers are more valuable advocates.

Showing sympathy for a custo itu
than showing empathy.

n is more important

ile to solve a customer’s
job description.

You should always go,
problem - even if it

ra
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H/O #3

POSITIVE VERSUS NEGATIVE

The following handout gives you the negative attitude towards the customer. Fill
in the positive attitude.

NEGATIVE ATTITUDE POSITIVE ATTITWDE

Complaining customers are an
inconvenience.

It’s management’s responsibility to
solve customer's problems.

Discourage complaints.

Attend to problems as they arj

Shut the customer

It’s not

No plaints mean everything is OK.
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O #4

Summary of Training

The difference between good service and great service is AT

The words you say are only one component of the com
because you can hear body language over the phone.

process
traight, give the

customer your full attention and smile.

Voice tone and inflections account for 45% of y sage. A high unsteady
voice can sound child-like. Too deep can so ning and a monotone
voice sounds bored.

Your voice should project confidence, ulated, clear and easy to
understand.

Listen to the customer's problem ‘fnterrupt — it’s rude and listen actively.
Active listening gestures are “ - t” "OK”, “l see” and “That’s great”.
When you listen - be sure yourself in the customers’ shoes and show
empathy and compassi hewproblem. Strive to understand the customers’
emotions.

And most importan the extra mile. Take responsibility for the Customer's
satisfaction. Think of | a personal challenge, leaving no stone unturned.
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H/O #5

ATTITUDE

“The longer | live, the more | realise the impact of
attitude on life. ATTITUDE, to me is more important
than facts. It is more important that the past, tha
education, than money, than circumstances, tha

failures, that successes, than what other peopl&ithi
or say or do. Itis more important than appe
giftedness or skill. It will make or break a cg
a church, a home. The remarkable thing
a choice every day regarding the attitude
embrace for that day. We cannot change our past
... we cannot change the fact th le will act in
a certain way. We cannot ch evitable.
The only thing we can dois p one string we
have, and that is our attitu m<*“€onvinced that
life is 10% about what ha , and 90% about
how I react to it. And ou ... WE ARE IN
CHARGE OF ITUDES.”

&

n
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OHT#1

OBJECTIVES & AGENDA

After completing this training course you WA

understand: - V

= The importance of listening

= How to use active listenin gQres

= How our attitudes aff $Iives of others

= You can hear bo @uage over the
phone

= The impor f going the extra mile

= Why VQ uld strive to create advocates

T portance of showing empathy

Q mers should be treated as you would

Q treated
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OHT #2

You can hear body Ianguage*

over the phone. V
- Sit up straight S O

- Give the cu er your full

atte ntio%
| S@gq'
O
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OHT #3

Voice tone & inflections accoa&

for 45% of your message. EV

Too deep - th@%g
Too r@\% Ildlike

tone bored
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OHT #4

Project Confidenc; \:\
Be well modu g
&
:&\
&

E O understand
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OHT #5

%ee
Q.gnat 's great”

QO
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OHT#6

ADVOCATES *

Clients \’
>

Customer

Pros®

Ta arket

DDER OF LOYALTY
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Friendly é
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