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Unit 304: Organise and deliver customer service

Worksheet 9: Title of worksheet here (LO3 ACs 3.1, 3.2)
Using questions, agree achievable actions.
1.  Give up to four examples of open- or closed-questions to use in the scenario below.

A loyal customer is asking for another year extra on a free service contract. Your organisation cannot extend this service, as it does not have sufficient funds to cover it fully.

2. Now consider how you would deal with this situation?

Think about a time when you adapted your tone of voice with a customer (internal or 
external) describe below what you did and why.

3. Now think about positive and negative body language and what it indicates to customers.

	Action 
	Positive/Negative
	What it communicates

	Smile
	
	

	Handshake
	
	

	Frown
	
	

	Arms crossed
	
	

	Grimace 
	
	

	Poor eye contact
	
	

	Direct eye contact
	
	

	Across a desk
	
	

	Face-to-face
	
	

	Smiling while on the phone
	
	

	
	
	




