Name __________________

Administrative Services 

Customer Service on the Telephone

1. _____________________ is important in establishing goodwill in any business.  The lack of ______________________________ can result in loss of clients and business, sometimes permanently.

2. Everyone with whom you come in contact is a _________________________.  Provide ______________ that will meet the customers’ needs positively and invite them to continue doing business with you.

3. You must provide _____________ customer service in order to keep your customers.

4. When you talk on the telephone, your voice is very important in ____________ and __________________ quality customer service.

5. Your voice is what the recipient “hears”.  Remember to ___________ when talking on the telephone.  It makes your voice sound pleasant.

6. _______________________ can be presented when you want to reach a specific person in a customer service call.

7. Answer the telephone on the _______ or ____________ ring.  If the phone continues to ring, the caller will not appreciate  your lateness and could feel neglected.

8. ________________ listening is important to communicating effectively with customers.

9. Ask the ___________________________ to carry out customer service effectively.

10. Answering devices, such as __________________, ______________________, and _____________________, are important in telephone technology today.

11. Expert customer service centers around __________________.  The ____________ should help you provide service for y our customers with a personal, helpful style.

12. _________________________ can increase productivity and serve customers better if customers service representatives return calls to customers who have left messages.

13. _________ or ____________, can improve customer service because they instantly notify the user of a call.  This is especially important when the user is unreachable by phone.

14. The ______________, ___________, and the __________________________ are being used more and more to purchase many products and services.  These technologies also are being used to report and respond to customer service needs.

Word Bank  

Pagers

Beepers

Positive customer service

Positive customer service

e-mail

World Wide Web

questions

questions
pagers

Internet

answering devices
pagers

right questions
active listening

Receiving
special challenges
smile

providing
services

Potential customer
special challenges
first
second
   quality customer service

Voice-mail
answering machines
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