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Good Afternoon (evening, morning) Ladies and Gentlemen,

On behalf of myself and management I want to congratulate all our graduates on completing the five courses covering the different aspects of customer service. You have expended great effort and accomplishment in completing these courses to better equip you to serve our customers your efforts are truly appreciated. 

Customer service is the most important aspect of our company and that is why we were willing to invest in your training through these courses. Looking at the content and the time put into this training I’d like to tell you a little about what this training means to our company.  
The first course is foundational. It’s called Reaching for Stellar Service. How do you define stellar customer service? To me it means consciously working to develop customer loyalty and paying attention to key defining moments in your customer interactions. In order to nurture your customer interactions representatives must prove themselves attentive to what the customers communicates, resourceful in acting on the customer’s needs, trustworthy in following through with promises made to customers and seamless in moving through the different stages of service to their customers. It is only through consistently working to develop and nurture customer loyalty that we will gain and retain customers.

When speaking with a customer you will hear key comments about what they are lacking, or the reason they are calling, sometimes beyond what they state plainly. Maybe they are looking for a new product or service. Maybe there is an underlying issue that they aren’t sure how to broach. If you listen you will hear their intent and when you act on that they will know you are actually paying attention, not just going through the motions. 

The second course, Caring for Customers, is exactly what it sounds like – express genuine care and concern to your customer. Representatives learn how to demonstrate interest by listening to the customers’ concerns, exhibiting a willingness to help and meet real human needs and by showing respect to each customer. They do this by expressing four caring responses which are acknowledging the customer, appreciating something about or with the customer, affirming something important to the customer and offering assurance to the customer. In exercising genuine concern for our customers we communicate to them that they are important to us and we want to meet their needs as related to the service we provide to them. 
We are a healthcare company. We are not selling trinkets. It is important to our customers that we acknowledge the importance of their concerns. When we connect with our customers in this manner they know that our concern is genuine and that we do intend to meet their needs as best we can within our responsibilities. 
The third course is Healing Customer Relationships. There will be times when our customers become angry or frustrated by circumstances and situations. When that occurs we must know how to relate to customers to help heal those frustrations and regain the customers’ loyalty. In order to do that our representatives learned four ways to reach out to customers to bring about that healing. We must first hear them out, listen to whatever they have to say about the situation and maybe even allow them to vent briefly. It’s important for customers to know that we hear their frustrations and understand their feelings if we are to bring about a resolution. When discussing the problem we need to show understanding and do all we can to ease the customers’ tension and then determine the best course of action to resolve, or at least improve, the situation. When dealing with angry and frustrated customers we need to understand common reactions and manage our own reactions to a customer’s anger and frustration and not be pulled into showing anger ourselves. 

By empathizing with their feelings we validate their frustration and let them know we do want to resolve the problem. When needed we must apologize for any error on our part, then show appreciation to them as customers, assure them we will act appropriately, and confirm with them what actions can be taken. As part of this resolution we can selectively agree to what occurred and set limits on our responsibilities and their responsibilities now and in the future. Above all we want to encourage their continued or restored loyalty to us and leave a positive impression with them.
Anyone who has worked in customer service has at one time or another had to speak to an angry or frustrated customer. Sometimes it may be several minutes before they are finished expressing their situation and their feelings about the situation. If a representative constantly interrupts they will only escalate. But, if a representative listens and expresses understanding and empathy the customer will be more likely to allow that representative to offer assistance to resolve the issue. 

Course number four is called Dazzling Customers. Whenever dealing with customers, not just when there is a problem we need to look for opportunities to offer them a pleasant surprise or take some action that is above and beyond the regular interaction to provide them with dazzling moments and create memorable events. This will increase their loyalty to us and if there ever is a difficult situation they will remember those dazzling moments and be more willing to work with us to resolve those issues. It will also make them more likely to give us a good report whenever speaking to someone about the service they receive from our company. A customer dazzled will do more for customer loyalty than a customer wounded by anger and frustration.  
How might you dazzle a customer? There are many small ways. It might be as simple as telling them their order has not only been shipped but is due to be delivered today. It might be a way to make something in billing more simplified. You might inform them of a service that would interest them that is new such as something they can do independently on your website or telling them of extended hours so they don’t need to call during their work schedule. There are many ways to dazzle a customer. By listening to them you can learn what is most important to them. By offering that dazzling opportunity you are giving them a reason to remember you and our company in a positive light every time they do business with us. 
Last but not least is the course Teaming up for Seamless Service. 
In order for a large company to offer stellar customer service we really need to work as a team. We need to remain focused on our goal of stellar customer service but in order for all of us to do this we need to find out what others need from us and be clear about what we need from them. Good communication between one another is as vital as good communication with our customers. Each of us brings with us a wealth of different experience and it is important that we share that information and tips with each other so we can all do our best. I think we all agree that it is imperative that we follow through on our commitments and thank others for their efforts. 
Most of the time we think of customer service as external between us and our customers but we must also consider internal customer service. Internal customer service is between us and anyone else within the company, maybe someone on our team or maybe someone on another team or in another department. Internal customer service is just as important for us to be successful as a company. We need to utilize these customer service traits internally as well as externally and work just as hard to resolve issues with them as with our external customers. 

We need to follow specified steps when we need to raise service issues with a co-worker. We need to prepare for the interaction with success as the goal. We must describe the issue at hand fairly with a positive intent. We then need to facilitate discussion and end by gaining agreement on the resolution. Only by working together positively and with unified goals and respectful interactions, internally as well as externally, can we be successful as a company.
Each of these courses provides us with necessary skills to provide that stellar customer service to each other and to our customers and we know that stellar customer service is imperative if we are to retain the customers we have and to gain new customers. Every one of our graduates has proven their desire to learn and exemplify stellar customer service. We are all proud of your completion of these training courses and feel confident you can now provide that stellar customer service. You are the “face” that our customers see and we are confident that you will represent us well as you serve our customers. We look forward to seeing you succeed in your career with us and wish you all the best. 
Thank you,

