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Do you remember your first ‘real’ job? Did you experfence a rigorous training
program? If you’re like many people, you'll instead recall that first day as a scary time
where you were thrown in front of customers only to act like you knew what you were doing
while discreetly asking for help from another worker, getting from him or her a less than
supportive response. Or perhaps you were seated at a corner desk with a manual as large
as that dictionary you used to walk past in your high school library — “just read this through
and learn all about our products and services, and tomorrow you can deal with some
customers.” Well, times sure have changed... or have they? How do your new employees
learn the details of their jobs? Do they experience adequate induction training or do they
learn through ‘trial by fire’? Do they get enough managerial support and coaching to learn
the ins and outs of their job sufficiently to represent your company in the way that will ensure
repeat business and customer loyalty? Remember, this important learning period is not only
difficult for new employees, it can be difficult for your customers!

the details matter... you of ten hear people say that they have a " 99.9%

success rate” well, if that is acceptable then:

12 newborns will be given to the wrong parents daily.
114,500 mismatched pairs of shoes will be shipped/year.
18,322 pieces of mail will be mishandled/hour.

2.5 million books will be shipped with the wrong covers.
Two planes landed at Chicago's O'Hare airport will be
unsafe every day.

315 entries in Webster's Dictionary will be misspelled.
20,000 incorrect drug prescriptions will be written this
year.

880,000 credit cards in circulation will turn out to have
incorrect cardholder information on their magnetic strips.
103,260 income tax returns will be processed incorrectly
during the year.

5.5 million cases of soft drinks produced will be flat.

291 pacemaker operations will be performed incorrectly.
3056 copies of tomorrow's Wall Street Journal will be
missing one of the three sections.

A typical day would be 24 hours long (give or take 86.4
seconds).

Now all our radio columns on CBC Radio’s “The Business Network”
can be heard by connecting to our website. To listen, click:
http://Iwww.triopusgroup.com/toradio.htmi

www.{riopusgroup.com
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know your stuff By David Colman

| often talk about the importance of treating your customers well, showing them respect, and not
being rude and discourteous. And | will never give up on reminding you about this. But there is
another equally important aspect of Customer Care.

A few days ago, | decided to buy a home theatre to go with my new television. | simply wanted
to go to the store, pick it up, and leave quickly. | did my research, knew exactly what | wanted
and headed to one of those big box electronics stores. | was not there to shop; | was there to
buy. | found the home theatre | wanted immediately and asked an employee where | could pay
for it. He told me that he could help. Turns out he couldn’t.

| wanted to pay for my purchase with three gift cards | had received for this store
from last Christmas. Well six employees and an hour and a half later, | still had
not left the store with my home theatre. Not only did these six employees, one of
whom was the store manager, not know how to process my transaction, they
managed to erase the value from each of my three gift cards.

Simply put, these six employees did not know their stuff. They did not understand the simple
basics of processing a sale from a client with their own gift cards. Fortunately, in this case, the
lack of time was now on my side. It was near closing time and they wanted to go home. At that
point, they became very creative, gave me my purchase and a generous 25% discount for my
trouble.

But events such as this can prove very costly for you and your company. Firstly, six people
collectively spent about fours hours trying to help me, the discount they gave me came right off
their bottom line, and I'm not particularly confident about returning there in the future. And all of
this was preventable.

So what can you do to make sure that this is not happening to your customers? Here are a
couple of reminders:

¢ Make sure that you and all of your employees thoroughly understand your products,
services, and your processes.

e Also, make sure you all understand your competitions’ products and services, and lastly,

¢ Never train your employees on your customers. Your customers are paying for both your
products and good service. Give it to them without exception.

I's one thing to be welcoming to your customers, to be courteous and friendly. But not knowing
your stuff sends a very strong message to your customers. |It's this: You are simply not
professional.

Invest time and effort to make sure your employees know what you sell. How simple is that?

"Leadership is not magnetic personality that can just as well be a glib tongue. It is not "making
friends and influencing people”, that is flattery. Leadership is lifting a person's vision to higher
sights, the raising of a person's performance to a higher standard, the building of a personality
beyond its normal limitations."

TriOpus,Group

— Peter F. Drucker
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