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THE CUSTOMER SERVICE COLLECTION
SELF-STUDY WORKBOOK

We all love to receive great customer service. As consumers it 
makes us feel good and this course is designed to target actual 
skills you can identify and improve to help you provide great 
customer service in the future. 

“THE BEST WAY TO FIND YOURSELF IS TO LOSE 

YOURSELF IN THE SERVICE OF OTHERS”

Customer Service Success

NAME
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Key Learning Points

You won’t be able to help your customers if you don’t listen to their needs. 

Customers who feel like they’re not being listened to become very frustrated. 

By listening you will show that you care and want to offer the right solution. 

To be a great listener you need to stop talking.

If we were supposed to talk more than we listen, we would have two tongues and one 
ear. 

When you interact with a customer, try to not interrupt or finish their sentences for them. 

When the customer has finished talking you may need to clarify what was said to ensure 
you’ve received their message accurately. 

Be a Great Listener
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IMPROVE YOUR LISTENING SKILLS

The Challenge

Pay Attention

You need to give the customer your undivided attention and acknowledge the message. 
Write down three actions that might stop you doing this, for example – checking social 
media during conversation:

Show That You’re Listening 

Your body language and gestures convey your attention when speaking with a customer. 
Circle the positive body language image you should adopt below:

Provide Feedback  

Our personal filters, assumptions, judgements and beliefs can distort what we hear. As a 
listener, your role is to understand what is being said. Use the following phrases to reflect 
and ask questions:

• “What I’m hearing is”
• “Sounds like you are saying”
• “Is this what you mean?” 
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YOUR OWN EXPERIENCES

Think of a recent interaction with a customer which was difficult.

Why was the customer being difficult?

Who did most of the talking, the customer, or you?

What lessons can you draw from the way you handled the situation?
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notes
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notes

The most basic and powerful way to 
connect to another person is to listen. 
Just listen. Perhaps the most important 

thing we give each other is our attention

Takeaways
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notes
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Key Learning Points

Your ability to make minor changes in your conversational patterns can truly go a long 
way in creating happy customers.

Language is a very important part of persuasion, and people (especially customers) 
create perceptions about you and the company you work for based on the language you 
use. 

Master Positive Language
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activity

It’s impolite to correct people or try to convert their vocabulary from negative to positive 
but you can certainly learn a lot by listening. In your next conversations with customers, 
or even listening to how peers speak with customers, as you listen, try to identify negative 
speech patterns and think about how negative language can cause any messages to 
have a negative undercurrent:

Write down any common negative words you identified being used:
E.g. “Don’t”
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Good things come in small packages

Adding any one of the following little words has the potential to transform average 
customer service into great customer service. 

1. Definitely

2. Surely

3. Absolutely 

4. Certainly 

5. Fantastic

activity

Insert a positive word in the following phrases to transform them from ordinary to super! 

I      will make sure that it gets sorted.

You will      be able to enjoy.

I      agree.

I can       help you.

That is a      alternative.
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notes

In a customer service environment, the 
language that you use can have a huge 
impact on how the customer perceives 

you and the company you work for

Takeaways
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Key Learning Points

Sometimes, due to situations outside of your control, you’re going to come across 
difficult customers. 

Whether they’ve had a terrible day, or they are just a natural born complainer, some 
customers will need extra attention to understand things. 

In these situations you must have patience. 

It’s important to remember that customers reach out for support when they are 
confused or frustrated. 

The worst thing you can do is lose your cool. 

Instead try to recall situations in your own life when you were upset with a product or 
service. This will help you feel some compassion and understand your customer better. 

If you do notice that you’re starting to be irritated by the customer try to control your 
self-talk. 

The things we say to ourselves have an uncanny ability of coming true, whether they’re 
positive or negative. 

Have Patience
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activity

Think of an occasion when you got really frustrated with the level of service you received.

Type the four words below that best describe how you felt at this point:

#1

#2

#3

#4

Next time you are dealing with a tricky customer, try to remember that the customer is 
likely experiencing one or more of the descriptors you have identified in your list. 

Bet You Didn’t Know...

Over the last several decades psychologists have come to recognise the power and 
significance of what we say to ourselves, in our head, or ”self-talk”. It influences our 
emotions much more than one would think. That’s why looking at what you say to 
yourself in difficult customer situations is so important. Change your self-talk and you 
can be more calm and effective.

Next time you’re dealing with a tricky customer, use these common phrases to help 
shape your self-talk and stay in control. 

“This person really needs some help”

“They aren’t really angry at me personally”

“I can handle this”

Write down any phrases you think will help your self-talk when next dealing with a 
customer:

SELF TALK
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notes

Many hobbies take patience to learn 
and get good at, but even though we’ve 

developed that patience, we don’t think 
to apply it our work lives. Being more 

aware of how patience helps you in all 
areas of life can help you become a more 

patient person at work too

Takeaways
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notes
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Key Learning Points

It’s okay to find out more about your customers, but make sure you’re getting to the 
problem at hand quickly. 

Importantly, you need to be cautious about how some of your communication habits 
translate to customers. 

The seven Cs of clear communication:

1. Clear
2. Concise
3. Concrete
4. Correct
5. Coherent
6. Complete
7. Courteous

Note:

All of us communicate every day. The better we communicate, the more credibility we’ll 
have with our customers. 

Use the 7 Cs of communication as a checklist for all your communication. By doing this 
you’ll stay clear, concise, concrete, correct, coherent, complete and courteous. 

Communicate Clearly
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Top Tip:

Being more aware of how we ignore or filter out certain bits of information as 
demonstrated in this activity can help us avoid doing this during critical communications 
in the future. 

activity

Read out the statement in the triangle below:

Chances are you read the statement as ‘A walk in the park’ ignoring the repeated word 
the. 

When we read and communicate information we often ignore unnecessary information 
that we don’t really need. This is all part of the way we learn to communicate. We often 
don’t pay attention to what we believe is not important or necessary information. 

A 

walk in the 

the park
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notes

When it comes to important points that 
you need to relay clearly to customers, 

keep it simple and leave nothing to doubt

Takeaways
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notes
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Key Learning Points

Learning how to reach mutually acceptable compromises between you and your 
customer is an essential skill. 

With the correct use of language you can even hypnotise your customer to agree with 
you. 

Hypnosis is a powerful psychological tool that relies on persuasion tricks. 

The key is to use arguments that seem perfectly logical to illustrate what you’re saying. 

This means avoiding using words like “I believe” and basing your arguments on external, 
objective elements. 

This will work on your customer’s persuasion on a subconscious level. 

HYPNOTIC WORDS 

The word ‘because’ is a hypnotic word. It stimulates our unconscious minds. 

Learn to be Persuasive
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case study

Ellen Langer, a Harvard psychology professor performed an experiment using the word 
because. In the experiment Langer asked to push in line at the library to photocopy some 
papers:

“Excuse me, I have five pages. May I use the Xerox machine because I’m in a rush?

The number of people who agreed: 94%

“Excuse me, I have five pages. May I use the Xerox machine?”

The number of people who agreed: 60%

You’d be inclined to think the difference was because of the reason she gave. But a 
further experiment indicated otherwise…

“Excuse me, I have five pages. May I use the Xerox machine because I have to make some 
copies?”

The number of people who agreed: 93%

Notice that no real reason was given this time – obviously everyone was waiting for the 
Xerox machine had to make copies. Yet nearly as many people agreed as when a real 
reason was given. 

The key was the word BECAUSE and it’s magical influence on us. 
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notes

Because is a magic word when you 
want to get someone to do or agree to 

something. With practice it becomes 
really easy to work into conversations 
with customers and has very powerful 
effects on your ability to persuade and 

influence them

Takeaways
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notes
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Key Learning Points

activity

Being able to close with a customer means being able to end the conversation with 
confirmed satisfaction and with the customer feeling that everything has been taken 
care of. 

Prematurely ending a customer conversation before all of their problems have been 
addressed is the last thing the customer wants. 

Be sure to take the time to confirm that each and every issue the customer had has been 
entirely resolved. 

What three important things does this show the customer:

#1

#2

#3

Close the Conversation
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notes

When you get a customer to, “Yes, you’ve 
resolved all of my issues!” is when you 

know the conversation is over!

Takeaways
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Key Learning Points

People who don’t seek to improve what they do will get left behind by the people willing 
to invest in their skills.

Every customer is different and some may even seem to change week-to-week. 

Providing good customer service is a continuous learning process. 

The most successful people in life recognise that you can’t know everything.

Being willing to say “I don’t know” may well improve the trust the customer has in what 
you DO know. 

DISCOVERY WORDS

Adding a discovery response such as “but I do know how to….” When responding to a 
customer can rely help, and build rapport and trust. 

How could you use a discovery response when asked the question “The product is out of 
stock on the shelf”?

Develop a Willingness to Learn
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notes

It may be better to work smarter rather than 
just harder, yet in many cultures where hard 

work is highly valued it can be difficult to 
determine just how to ‘appropriately’ make that 
shift.  Admitting that we can’t know it all, may 

well be the first step toward knowing more

Takeaways
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notes
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action plan

KEY SKILLS (WHAT ARE THE KEY SKILLS YOU HAVE LEARNT DURING THIS COURSE)

WHAT WILL YOU DO DIFFERENTLY IN THE WORKPLACE?

WHAT OBSTACLES MIGHT GET IN THE WAY OF YOU ACHIEVING THIS?

WHAT, OR WHO MAY HELP YOU OVERCOME THESE BARRIERS?
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This workbook was produced by:

suggested Reading

If you would like more detailed explanations or additional advice on the topic of 
Customer Service you should consult the following literature:

The Thank You Economy 
Gary Vaynerchuck

Delivering Happiness 
Tony Hsieh


