Customer Service/Office Staff/Reservations/Dispatch Training
Beyond “Hello” (Book)

Beyond “Hello” is a practical guide for excellent telephone communication and quality customer service.  It an effective outline for successful telephone skills.  Any company looking for ways to improve bottom-line profits should begin by establishing better telephone communication.  This comprehensive and well-written tutorial will help you improve every telephone interaction you have with you valued customers.  

Building Quality Service:  Everyone's a Customer /22 minute VHS, CTAA~FTA National Program
This video uses humor and innovative situations to capture attention and to reinforce the points about service quality and marketing to customers.  

The audience “channel surfs” through a series of segments in familiar television formats, each corresponding to key training subjects and broken up by “commercials” Viewed without interruption, it sets the tone and format for customized training by utilizing the workbook and resource materials and is adaptable to a system’s particular challenges and goals.

Each of the five sections in the workbook corresponds to a segment in the video.  Each sections opens with an introduction followed by discussion material, a recap of the main points in the video and message-reinforcing exercises.
Communicating with Irate Customers /14 minute DVD, 1995, AIMS, Training Network
Demonstrates how to diffuse anger efficiently by handling complaints, problem-solving, and documentation.

Customer Service with Spirit / 25 minute DVD, 1995, Aims, Training Network
Follow three staff members through a training process led by the spirit of their company's founder. The refresher course they receive will remind staff to provide superior customer service through:

· Common customer interaction mistakes and probable consequences

· Methods for upgrading performance
· Ways to show personal commitment, develop interpersonal impact and reduce tension
Effective Telephone Techniques /13 minute, 1995, Aims, Training Network
Remind your employees that phone communication is inherently more difficult-They are completely missing visual cues! Help them make up the difference with strong speaking and listening skills.

· Voice qualities: pitch, inflection, courtesy, tone, understandability, rate, and enunciation.

· Tips for answering calls

· Overcoming phone fears

Goodwill Industries “Discover Freedom with In-Trans”/ 10:30 minute Video

Goodwill Industries “Feel Good About the Bus”/ 4:15 minute Video
“Human Services?  ……That must be so rewarding.” (Book)

Written by a recognized expert, this reader-friendly resource helps service providers learn to:

· Set personal goals—and recognize limitations

· Find a job

· Understand work-related values

· Deal with conflicts

· Improve communication with colleagues and clients

· Manage time and reduce stress

Improving Customer Relations /20 Minute, 1994, LIP, Training Network
Motivate and train employees to make that additional effort to provide excellent customer service:

· Following up on orders

· Handling difficult customers

· Taking initiative and much more

In My Shoes Service & Service “Broad game”

The learning objectives that the participants will learn:

· How to assist consumers with self-determination

· How to interact non-confrontationally

· How to treat consumers with respect

· How to use person first language

· Nationally accepted principles and values

· To honor & support choices

Moment of Truth Customer Service Training for Human Service Personal/ 9:08 minute, 1999, PDA

This entertaining and instructive video describes four basic customer service principles.  It shows you how they can improve relationships and create a more successful employment program for persons with disabilities.

Now Serving Every Customer/ 25 minute Video, PDA
Providing quality customer service is common goal of today’s competitive business and human service organizations.  Management needs to be certain that their staff is informed on how to provide first-rate service to customers with disabilities.  This program offers thought-provoking ideas from a variety of business settings for your staff to consider when providing services to people with disabilities.
Preventing Sexual Harassment…For Employees/ 16 minute Video & Training Program Kit, Buckley
Helps workers to understand what constitutes sexual harassment, so that they can better monitor their own behavior.  

Rurall Transit Assistance Program "Essential Skills For Dispatching"/ 33:35 minute video, Pro of Wyoming
Sexual Harassment Training for Employees /10-15 minute DVD, 2005, Safety Source
Sexual harassment is illegal and this serious form of discrimination doesn’t have to threaten your workplace! Teach your employees to identify and report sexual harassment when it happens. Covers:

· Definition of sexual harassment

· Tips on recognizing harassment

· What to do if you are a victim

Super Service-Seven keys to delivering great Customer Service (Book)

This upbeat new approach to front-line customer service can make your job as a service provider not only easier but also more fun and more meaningful.  Evidence shows that the people who enjoy their work the most provide the best customer service.  Super Service helps you become a super performer.  

Satisfy yourself while satisfying customers.  Would you like to be the kind of customer representative who can:

· Bring energy and enthusiasm to every customer encounter?

· Turn service problems into opportunities?
· End each day with a sense of personal accomplishment and fulfillment?
Telephone Communication Skills /14 minute DVD, 1994, LIP, Training Network
Correct greetings

· Handling angry customers in a positive manner

· General customer service

· Transferring calls

· Outgoing calls

· Voicemail

· Taking messages

· Cellular telephone skills, Handling threatening callers

The Art of Questioning /16 minute DVD, 1995, Aims, Training Network
Help your employees become effective salespeople, asking the right questions to efficiently serve his or her customers. Includes:

· Overcoming obstacles to asking good questions

· Advantages of asking for information

· Open vs. closed ended questions and when each should be used

· Types and use of fact finding questions

· Examples of effective benefit statements and transition statements

The Big Book of Customer Service Training Games (Book)

Because they’re out there dealing with the public, frontline workers have the capacity to make a company look very bad…or very good.  With the help of this creative collection of training games, you can be sure that your employees can be counted on to give you company a good reputation—employees who…

· Know how to create a rapport with the customer or client

· Recognize and respond to the needs of every customer 

· Go beyond the expected 

· Bring enthusiasm and a love of what they do to the job

These easy to use games take just 15-30 minutes and include reproducible handouts and worksheets.  You can use them either to enliven traditional customer service training programs or to add a training component to a regular staff meeting.  Customer service training games with help you frontline service workers keep a positive attitude at all times; speak and communicate clearly, both on the telephone and face-to face; deal with difficult customers, and much more.  
