By Shawn E. Gilleylen
Spectal to the Informer

Whar's a phone call worth to your
corporare image, brand equity, and
profitabilicy? Do your front-line
employees  complement  your
sophisticared, state-of-the-are phone
system?

Do you ever call your office
check the way your employees
answer the telephone? If not, you
should since the way a person
answers the phone sets the wne for
the conversation. A phone call ofen

represents the first impression of

True Cost of Bad
Telephone Etiquette

your business and derermines how
youre perceived within the marker-
place.

Greeting callers with a cheerful
smile wanslates into an enthusiastc
woice that permeates positive energy
w ewmde a warm  welcome.
Comversely, a dull, monotone 1
cant walt to five-o-cock” tone wav-

ele like a bol of lightening, painful-
" Bad telephone ctiquert s wids-

spread, cocurming within major cor-
porations, law firms, doctor offices,
associations, nonprofies, financial
institutons, small businesses, polid-
cal offices, call centers, deparrment
stores, schools, and povernment and
local agencies.

Poor tekphone manners chase
prospective clients and customers

WinQWin One Stop Shopping!!!

Wae place your business in front of thousands and thousands
of businesses and/or consumers.

Your business will receive volume discounts and training.
Newver pay full prices for your business needs ever again.

No business can afford to waste money!!!

Call us today and start saving big money!!!

1-866-952-0200

2140 Priest Bridge Court, Suite 6, Crofton, MD 21114

This Weeks Special

Take Our Training Course:
“Internet Advertising - Capture and Retain Customers”

Call and Pay nothing if you use
Coupon Code: BUFF01
www.MyBusinessDiscount.com

away, destroy customer satisfacrion,
damage your reputation, and hurt
your bomom line. Megatve word-
of-mouth advertising spreads like
wildfire and can be extremely detri-
mental to your business,

True Seory: | contacted the
Disrrict of Columbia Office of Tax
and Revenue Collecdons Division
with an inquiry. The representative
wasr tavailable bur her voicemnail left
instructions to contact her colkague
for further assisrance at (202) 442-

Lights, Action, DRAMA!

Rep: Good moming, Collections
may | help you?

Shawn: Good moming, my
name is Shavn Gilleylen and I have
aquestion regarding the searus of my
application.

Rep: When did you submic
your application?

Shawn: Two weeks ago — 14
business days.

Rep: WHY YOU CAILING
ME!?  (Frowned-Neck  Rolling
Tone)

THUMP! Knocked off my feet,
shocked, dazed, and bewildered.

Even as a busines ctquerte
expert, | struggled o maineain my
poiss and professionalism during
this horrfic ordeal. In a calm, prafes-
sional mone, | asked, “Why do you
have a negative artitude with me?
I'm a tax paying cidzen with a ques-
tion. Your colleague left your name
and number on her volcemail
After an awkward moment of
slence, she changed her tone but it
was to0 late, the damage was done.

Aswonishingly, she was very com-
forable treating the customer with
bold disespear and impoliteness.
She felr as chough she did nothing
wrong. As a busines etiquene
expert, her actions and amitude

reveal thar this is nommal, acceprable
behavior within the culoure of her
workplace. In addition, it proves
thar she hasnt been wained propedy.

When a business or indnidual
ponders the need or urpency for my
business etiquerts training, 1 offer a
guiding question: “Does the solu-
ton cost you more than the prob-
lem?”

To ensure that your customers,
clients, and consticuenes do nort
experience bad telephone etiquerts
and poor customer service, develop
and implement a plan to promots
customer stsfcton.

Ty following these bese practices
of successful businesses:

¢ Smile.  Teach employres to
smile, keading by example. Establish
a culnure of high quality custormer
service and commit to deliver supe-
rior service whether over the phone
or face-to-face.

¢ Invest in behavior-based train-
ing. Differentiare your employees
from the compertidon by their
behavior, attitude, speech, dress, and
personal approach to customer serv-
e

*+ Pratect your repumton. Woed
of mouth is the best form of adver-
tsing,

* Prompdy retumn phone calls
and emails. Acknowledge cus-
tomers and clients so they don't feel
ignored.

¢ Owm up to mistakes, accepe
responsibility, and apolopize. Do
not go to war with customers aver
Your poor service.

* Service, service, service.

Oh, youre probably wonderng if
the representative apologized for her
rude and unprofessional behavios
In the spirit of “keeping it real,” she
works for a burcaucraric agency wich
a reputation of delivering poor cus-

tomer service. Absolurely NOT!

$$ DO YOU NEED MORE MONEY? $%

Pat at 877-361-3537.

Sharp, young, dynamic professional individuals
seeking to significantly expand their income, who
are self-starters, teachable, have flexible evening
hours and enjoy working both independently and in
a team environment, are encouraged to contact:

Please leave name and contact information.

lydia's Houge

Lydia's House

3939 South Capitol Street, SW
Washington, DC 20032

Phone: (202) 373-1050

Housing Counseling

Foreclosure Prevention

Financial Education

www.lydiashousendc.org

Program funded by Department of Housing and Community Development
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