Module: Achieving Outstanding Customer Service
Session: Have You Smelled Yourself Lately?

Hi! Welcome back to Daily Learning. Today’s session is from the Achieving Outstanding Customer
Service module and is called “Have You Smelled Yourself Lately?”

You may be laughing at the title but nothing turns people off faster than being in the presence of
someone who stinks. Unfortunately, the law of personal odor is that you rarely can smell yourself so you
may not even know when you have a problem. Your goal is to have a neutral odor when you are serving
customers. In this lesson, we’ll open your eyes... and maybe your nose!... to some of the ways that odor
can be a problem at work and how to deal with it.

Have you ever met a person who had a smell that was offensive to you? Maybe they had bad breath,
smelly body odor or perhaps they were wearing really rank perfume. Whatever the smell was, you
probably couldn’t concentrate on much else about them and it’s quite likely that you were relieved to get
away. Chances are they had no idea they smelled bad.

Test that theory right now. Go on, take a whiff of yourself. No one is looking! What do you smell?
Probably not much. Most people can’t smell themselves. So the point is you might smell bad and there’s
no way you can tell on your own. We'll explore how to find out if you are smelly in a minute, but first let’s
look at where bad aromas might come from.

One common area for smelliness is your breath. Poor dental hygiene and meals containing garlic and
other pungent food can cause breath that ranges from mildly stinky to downright nauseating. Never
assume your breath is ok. Your dentist gives good advice — you must brush and floss to keep your mouth
clean. You should also have a toothbrush and toothpaste on hand for bad breath emergencies. Add
mouthwash to the mix if necessary.

Body odor or unwashed hair is another killer odor. Customers really question the judgment of someone
who doesn’t appear to have good grooming standards. Waking up too late for a shower and trying to
cover up with deodorant or cologne doesn’t cut it either. It's easy to smell right through those artificial
masks. You have to actually be clean to smell clean. Make time for good hygiene every day, no excuses.

Smoking is a double whammy — it causes bad breath and an offensive smell that lingers on your skin and
clothing. The obvious solution is to quit smoking but in the meantime, try to minimize the odor by
smoking outside instead of in enclosed places like your car. If your coat is smoky smelling, hang it away
from where you interact with customers. Your toothbrush comes in handy here too - it can be a smoker’s
best friend!

Sometimes the problem is that too much of a good thing is a bad thing. We’ve all been stuck in an
elevator with someone who bathed in aftershave or wore gallons of cheap perfume. Your eyes probably
watered and your nose felt like it was burning! Fragrances are a problem because not everyone has the
same taste and some people are really sensitive, or even allergic, to certain scents. If you have ever been
complimented on your cologne or perfume in the afternoon, then you were wearing way too much in the
morning. Be very conservative with fragrances or save them for non-work occasions.




True or false? Cologne and perfume are not an acceptable way to cover up body odor or cigarette
smoke.
Al. TRUE

True or false? Customers aren’t likely to blame a company if one of its employees smells
offensive.
A2. FALSE
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Module: Achieving Outstanding Customer Service

Session: The Key to Becoming a Great Conversationalist and How to Use it to Your Benefit

Hi, welcome back to Daily Training! Today’s lesson is from the Achieving Outstanding Customer Service
Module and is titled The Key to Becoming a Great Conversationalist and How to Use it to Your Benefit.

Most people aren’t born with the ability to converse well. It's something that has to be developed. But the
good news is, you can learn and improve upon your ability to converse well. In this lesson, you will learn
some techniques you can begin using today to improve your conversation skills.

The key to becoming a good conversationalist is to express an interest in some aspect of the other
person. The weather and the business at hand is isn’t show-stopping conversation, but something about
the customer’s personal life that relates to the transaction is. How do you accomplish this? The best way
to start is by asking a question!

Asking your customer a question concerning their experience or opinion as it relates to the service or
business at hand will open the doorway of communication with them. You'll want to listen to their answer
with genuine interest. And when you follow up with further questions and comments, you are having a
conversation!

They key to a good conversation starter is not to ask random questions or questions that can be
answered with a “yes” or "no”, but rather questions that allow your customer to open up. This technique
is called probing because it requires more detailed information to be exchanged.

An example in a retail setting... a customer might be purchasing a suit. The sales person could ask if the
clothing is for a special occasion and mention that it is a great color. In a banking setting, a customer
may be depositing funds from a real estate transaction. The conversation starter may be to ask if the
person what their favorite part of the real estate business is.

No matter what your industry focus is, you can come up with good probing questions that will be
appropriate for your customers. This is something you can start doing right away — even before you serve
a customer today, you can brainstorm some hypothetical conversation starters that will work for your
business. Think of past customers you might have had a better conversation with. What kind of questions
could you have asked to improve your relationship with them? It is especially effective if you have regular
customers. This is a good time to plan for taking their relationship with you to the next level.
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Light, friendly conversations in the business world do so much for good customer relationships that it’'s a
mistake not to work on improving your skills. Take the steps today to become a better conversationalist!

Brainstorm some potential probing questions to ask your customers based on your specific
industry and service or products.

Keep the focus on your customers as you begin conversing with them; add your own experience
and comments sparingly in order to warm up the conversation.

Have a genuine interest in your patrons and commit to remembering the details so you can strike
up a conversation again when they return!
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Module: Achieving Outstanding Customer Service

Session: Perfecting the Art of the Handshake

Script:

Hi! Welcome back to Daily Learning. Today’s session is from the Achieving Outstanding Customer
Service Module and its title is Perfecting the Art of the Handshake.

The handshake is an important part of physical communication in the business world —it is used as a
greeting and as a goodbye. In this lesson, we will look at using the proper handshake technique. You can
start putting the technique into play today — by practicing with your coworkers and with your customers,
where appropriate.

Shaking hands is a universal communication tool in the world of business. It may seem like one small

detail that takes less than a minute but it is a huge part of the overall impression during an interaction.
Everyone has their own handshake style but unfortunately many people just plain do it wrong.

The handshake is part of our body language... along with words and tone it makes up the whole package
of the way we communicate when we meet someone professionally. The handshake can tell the other
person something great about your personality but it can also betray you if you aren’t careful. You may
have a pleasant attitude, a big smile and a fantastic greeting but all that gets ruined if you have a lousy
handshake.

There are lots of ways to perform a bad handshake but before we look at those, let see what a good
handshake entails. First look the other person in the eye, smile and extend your hand away from your
body. Then grab the other person’s hand with a firm grip, give three to four pumps and let go. That's it.
Pretty simple, huh? There’s actually a lot that can go wrong! Let‘s look at a few things that can ruin a
handshake.

The most common handshake error is a grip that is too weak or too firm. When your handshake is weak
and wimpy people will think you have no confidence. Plus, no one likes to shake a limp noodle hand! On
the other end of the spectrum is the bone crushing grip. Don’t try to be a tough guy and break someone’s
fingers... that doesn’t communicate anything good either. The key is to find a happy medium. A grip that
is firm enough to show you are confident but gentle enough that you don’t cause pain.

Another cardinal sin of shaking hands is the missed grip. This is where you end up grasping the other
person’s fingers instead of making palm to palm contact. You can avoid this by stretching your hand out
away from your body as you move forward to meet someone. This gives them time to get their hand out
too and clearly indicates that you are going to shake hands. But if you do end up missing, you can just
readjust your grip.

Clean hands are obviously a necessity when you shake hands. Slimy, sweaty or dirty palms are an
absolute no-no. Keep your hands clean if you are apt to shake in your job. If you tend to have clammy
hands or are nervous, discreetly wipe your hands if you think a handshake is imminent.
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Q

1. Which of the following is considered a good handshake?
a. Afirm grip, palm to palm, a few pumps
b. A gentle grip of the fingers, a few pumps
c. A strong grip, no pumps
A2. A

Q

2. Which of the following groups of jobs might regularly shake hands with their customers?
a. Waiters, waitresses, cooks
b. Finance industry employees, bankers, real estate agents
c. Service desk personnel, delivery drivers, cashiers
d. None of the above
A2. B
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