
Customers make or break your business.  In many businesses, complaining 
customers are rare.  When something goes wrong or a mistake is made, 
customers become upset and expect less from you in the future.  Their level of 
trust goes down and they may switch to your competition. Knowing how to 
handle complaints, apologize, and recover quickly and effectively can make a 
big difference in how customers feel about your business.  By completing this 
course you will learn how to turn unhappy and upset customers into raving fans.  

Topics to be covered include: 

·  What is service?
·  What customers want
·  Understanding customer expectations
·  Be unique
·  Why it's important to handle customer complaints
·  What your customers are worth
·  Why you want customers to complain
·  Why customers become upset and complain
·  What you can do to prevent customers from getting upset
·  How your words make a difference 
·  What unhappy customers want
·  Why you must apologize to an unhappy customer
·  The ingredients of an effective apology 
·  Creating a recover strategy 
·  Calming irate customers
·  Projecting a customer focused attitude 
·  Action Planning

The Art Of Apology And
The Thrill Of Recovery
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