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	1. CSI Factors &  Attributes -
Service Excellence Standards
Perodua Sales Sdn Bhd
Develop & Created by: Hilmee Ismail
 


	2. Program Objectives
• To  improve service quality and use standard operating procedure
in CCE / CCO daily operations
• To make this standard as the basis for “Professional Customer
Service”
• To guide Customer Care Executive / Officer and improve their soft
skills
• To enforce and differentiate the tasks between CCE / CCO and
Contact Centre as not to create dispute among the two levels in
term of call quality and case management
• To ensure the set of guidelines for CCE/ CCO are adhered to
• To prepare CCE / CCO to achieve the Standard in Call Centre
Industry
Develop & Created by: Hilmee Ismail
 


	3. Program Contents
• Chapter  1: Program Introduction
• Chapter 2: Maintaining CS Standards
• Chapter 3: CSI Factors & Attributes
• Chapter 4: Implement and monitor CS activities
• Chapter 5: Program summary
Develop & Created by: Hilmee Ismail
 


	4. Program Flow
Topic 1
Introduction
Topic  2
CS
Standards
Topic 3
CS
Model
Topic 4
Monitoring
Performance
Defining & analyze
your customer
their needs
Defining your job
roles / JD and its
impact to customer
CCE/CCO key
qualities & job
functions
Defining Service
Excellence
Standards
Building CS first
mindset
CS mindset in
every
touchpoints
Managing
Customers
Managing
Perceptions &
Outlets
Managing
Communication
Coaching &
mentoring
Voice of
Customer
Self
Commitment
Develop & Created by: Hilmee Ismail
 


	5. Program
Introduction
Chapter 1
  


	6. Defining &
analyze your
customer
Understand
basic  customer
needs &
expectations
Define your job
roles / JD & its
impact to
customer
Skills required
to perform at
your work as
CCE/CCO
By analyzing
your
customer, it
will help you
to understand
their needs
Needs
must be
aligned to
your job
roles as
CCE/CCO
Exceptional
skills required to
perform in your
JD / job roles
Topic 1: Learning Journey
Develop & Created by: Hilmee Ismail
 


	7. Understand our Customers
Definition  of a Customer
Customers are people who
need your assistance.
They are not an interruption
to your job, they are the
reason you have a job..
Develop & Created by: Hilmee Ismail
 


	8. Understand our Customers
The  Customers are????
• A customer is the most important person in business –
without him or her there would be no business
• A customer is the most important person – in person,
in writing or on the telephone
• A customer is not dependent on us – we are dependent
on him or her
• A customer is not an interruption to our work; he or she
is the purpose of it
• A customer is not someone with whom to argue or match wits: No
one ever won an argument with a customer. Win an
argument, lose a customer
• A customer is not a cold statistic – he or she is a flesh and blood
human being with emotions and feelings, just like ourselves.
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	9. Understand our Customers
Rights  of Customers…
To choose
the shop
Has the
Right to
know what
services his
$ is buying
Has the
right to
complain if
mistreated
A right to
refuse a
defective
product or
poor
service
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	10. Understand our Customers
Who  are our customer
• In order for us to be a successful
organization
in service to our external customers,
we must first serve each other.
Internal
Customers
• Referring to someone who purchase
your product
External
Customers
Develop & Created by: Hilmee Ismail
 


	11. Our biggest challenge
With  customers is???..
 


	12. And
understand
their needs..
  


	13. Defining &
analyze your
customer
Understand
basic  customer
needs &
expectations
Define your job
roles / JD & its
impact to
customer
Skills required
to perform at
your work as
CCE/CCO
By analyzing
your
customer it
will help you
to understand
their needs
Needs
must be
aligned to
your job
roles as
CCE/CCO
Exceptional
skills required to
perform in your
JD / job roles
Topic 1: Learning Journey
COMPLETED
Develop & Created by: Hilmee Ismail
 


	14. Feel the supplier  is
uninterested / indifferent
Don’t like product /
service
Prefer Competitor
Buy from / through
friends
Move
Die
Understand our Customers
Why They Leave?
1%
3%
5%
9%
14%
68%
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	15. Understand our Customers
Why  & What Attracts Regular Customers……..
Money $
Vehicle
Franchise
Better
Technicians
Convenience
Personal
Attention
Develop & Created by: Hilmee Ismail
 


	16. Understand our Customers
Research  on market – Individual Activity
Develop & Created by: Hilmee Ismail
 


	17. REDUCE
INCREASE
  


	18. Customer Expectations
Expect the  core service
to meet their needs for
quality
Expect polite
treatment at all
times – even
when they are
being difficult
Need to see
attention is being
paid to their
requests & feel
their needs are
important
Do not want to hear
“No” or “I do not know”
Want to feel
secure in the
knowledge that
you have all the
answers and
solutions
 


	19. Customers Expectations continued
•  Want mistakes admitted to and rectified
• Expect promises that are made to be honoured
• Expect to be treated with respect
• Need to have time given to them for explanations
• Need to know when a problem arises
• Expect you to know about your job and your company
• Expect you to be able to answer questions
• Expect you to find solutions to their problems.
 


	20. Understand our Customers  – Wants & needs
Develop & Created by: Hilmee Ismail
 


	21. Understand our Customers
4  Basic Customer Needs
(Keperluan)
The need
to be
understood
The need
to feel
welcome
The need
to feel
important
The need
for comfort
Develop & Created by: Hilmee Ismail
 


	22. 1. To be  taken seriously 10. Knowledgeable help
2. Competent, efficient service 11. Friendliness
3. Anticipation of their needs 12. To be kept informed
4. Explanations in their terms 13. Follow-through
5. Basic courtesies 14. Honesty
6. To be informed of the options 15. Feedback
7. Not to be passed around 16. Professional service
8. To be listened to (and heard) 17. Empathy
9. Dedicated attention 18. Respect
Understand our Customers
What Customers Want (Kemahuan)
Develop & Created by: Hilmee Ismail
 


	23. Find out how  You can Help
• How can you find out what people
want?
• If you can’t help, what should you
do?
• Offer alternatives if possible
• If they have to wait, how would
you handle it?
Develop & Created by: Hilmee Ismail
 


	24. Develop & Created  by: Hilmee Ismail
 


	25. Defining &
analyze your
customer
Understand
basic  customer
needs &
expectations
Define your job
roles / JD & its
impact to
customer
Skills required
to perform at
your work as
CCE/CCO
By analyzing
your
customer it
will help you
to understand
their needs
Needs
must be
aligned to
your job
roles as
CCE/CCO
Exceptional
skills required to
perform in your
JD / job roles
Topic 1: Learning Journey
COMPLETED COMPLETED
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	26. WHO AM I?...
HOW  MUCH
DO YOU
KNOW ABOUT
YOUR JOB /
ROLES?
WHY THE
COMPANY
HIRING YOU AS
SA / CCE / CCO?
 







	32. WHO AM I?...My  JD
Identify your roles as SA / CCE / CCO &
elaborate based on the details above
Activity
1
My Job
List
The
Tasks
The
Impact
Develop & Created by: Hilmee Ismail
 


	33. WHO AM I?...My  JD (Example)
Job Description Task Impact
Voice of Customer -
VOC
Ask customer to fill-up feedback forms Increase solution & decrease
problem. Immediate solution
Provide token & coins
Service Reminder
SMS Blast & call-up customer Achieve target, increase
appointment rate & service
operation run smoothly
SRO
Handling customer
complaint
Using CCCMS system & follow-up
Increase customer satisfaction
& building loyal customer
Provide courtesy car for major issues
Monthly report
No show rate To track outlet performance 7
maintain good report
Prepare walk-in report
Managing CS
activities at outlet
Inform & liaise with BM/SM including
SA
Staff awareness & increase
sales / brand awareness
Prepares documents & report
 


	34. Defining &
analyze your
customer
Understand
basic  customer
needs &
expectations
Define your job
roles / JD & its
impact to
customer
Skills required
to perform at
your work as
SA/CCE/CCO
By analyzing
your
customer it
will help you
to understand
their needs
Needs
must be
aligned to
your job
roles as
CCE/CCO
Exceptional
skills required to
perform in your
JD / job roles
Topic 1: Learning Journey
COMPLETED COMPLETED COMPLETED
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	35. What skills that  are required by
SA/CCE/CCO to perform your JD
with utmost perfection??...
 


	36. Skill Requirements for  a SA / CCE / CCO
Customer care
Skills
Communication
Skills
Product &
Technical
Knowledge
Skills in
Managing
Complaints
Efficiency &
Courtesy
Develop & Created by: Hilmee Ismail
 


	37. Entertain Customer
Wholeheartedly
Creating a  self-pride to your job..Omotenashi
Develop & Created by: Hilmee Ismail
 


	38. Creating a self-pride  to your job..Omotenashi
✓ Resentment
✓ Incompetence
✓ Often rough, crude
✓ Unwilling to accept
responsibility or say sorry
✓ Lack of interest in customer
✓ Can be helpful, egalitarian,
genuine?
✓ Pride in doing a good job
✓ Consistently competent
(mostly)
✓ Refined / gentle
✓ Highly ritualized
✓ Collective responsibility
✓ Empathy with customer
✓ Customer is “king”
✓ Unable to deal with
exceptions, bureaucratic
 


	39. Bottom
of the
heart
Honest
No
Hiding No
Pretending
  


	40. Creating a self-pride  to your job..Omotenashi
 


	41. Topic Overview
Key qualities  a SA / CCE / CCO must possess
to satisfy customers – Omotenashi Style
Responsiveness
Reliability
Competence
Understanding
Value
Tangibles
Quick and appropriate
Delivery of goods or service
Knowledge and assurance
Sympathetic attitude
Benefits outweigh cost
Concrete assets
Develop & Created by: Hilmee Ismail
 


	42. Defining &
analyze your
customer
Understand
basic  customer
needs &
expectations
Define your job
roles / JD & its
impact to
customer
Skills required
to perform at
your work as
CCE/CCO
By analyzing
your
customer it
will help you
to understand
their needs
Needs
must be
aligned to
your job
roles as
CCE/CCO
Exceptional
skills required to
perform in your
JD / job roles
Topic 1: Learning Journey
COMPLETED COMPLETED COMPLETED COMPLETED
Develop & Created by: Hilmee Ismail
 


	43. CS Standards
Chapter 2
  


	44. CS Standard –  Focusing on
People / Building Rapport
Creating CS mindset in every
touchpoints – Infinity Cycle
Building Customer First
mindset
Analyze the actual definition of
Service Excellence Standard
Topic 2: Learning Journey
P1
P2
P3
P4
Develop & Created by: Hilmee Ismail
 


	45. Defining
Standard
P1
  


	46. What is
Customer Service
Excellence
Standard?
The  ability to anticipate and to fulfill the
customer needs and expectations and
to respond to the needs in such a
manner that the end results meet their
expectations
Why it is
important to
Perodua?
Step into any organization and it will
almost look the same. Customer Service
Excellence is one of the most important
variables that would distinguish
PERODUA SALES SDN BHD. Customer
Service Excellence will make customers
want to do more business with us.
What is Service Excellence Standard?
Develop & Created by: Hilmee Ismail
 


	47. Service Excellence Standard  is a part of Sales Process
and it impacts profitability..
Customer
Retention
Customer
Loyalty
Future Cross
– Selling / Up-
selling
opportunity
New Business at
Lower cost Referrals
Profitability
 


	48. Why standardization is  important for Outlets?
Topic Overview
Standardization Approach is based on establishing a set
of rules and procedures and being sure that they are
implemented consistently.
Standardized
Service
Personalized
Service
✓ Greater benefits to
customers – Lack of win win
✓ Greater inconsistency
✓ Higher cost
✓ Lower cost
✓ High consistency
✓ Better control
✓ Meet expectations
Develop & Created by: Hilmee Ismail
 


	49. Topic Overview
Standardization vs  Personalization
PERS STAND STAND
STAND
PERS PERS
Develop & Created by: Hilmee Ismail
 


	50. Topic Overview
Service Standards  – Development & Maintenance
How can you contribute to the development and
maintenance of service standards in your
volunteering organization?
Read and
understand your
organization's
policies and
procedures on
customer service
Be prompt
and efficient
Ensure
services are
delivered in
accordance
with legislative
or statutory
requirements
Maintain
accurate
records
Ensure any
special needs
of customers
are taken into
account
 


	51. Leverage both –  Put standard
at highest priority &
personalize when possible
Develop & Created by: Hilmee Ismail
 


	52. CS Standard –  Focusing on
People / Building Rapport
Creating CS mindset in every
touchpoints – Infinity Cycle
Building Customer First
mindset
Analyze the actual definition of
Service Excellence Standard
Topic 2: Learning Journey
P1
P2
P3
P4
COMPLETED
Develop & Created by: Hilmee Ismail
 


	53. Building
Mindset
P2
  


	54. Topic Overview
Why??
How??
  


	55. FIRST
F-
(Fulfillment)
I-
(Innovation)
R-
(Relationship)
S-
(Serve)
T-
(Trust)
Customer First Mindset
Develop  & Created by: Hilmee Ismail
 


	56. They can be
so  difficult
and
demanding
If I keep looking
at the screen
someone else can
deal with them
Oh no – it’s
them again
I’m trying to do
my paperwork
lets hope they
are dealt with
soon
Negative Thinking in CS
 


	57. Oh - it’s  them
– I haven’t
seen them for
a while
They always have a
smile for everyone
It’s a
pleasure to
deal with
them
Wouldn’t it be
great if
everyone was
like them
Positive Thinking in CS
 


	58. Your mind is  a Magnet…If you think of blessings,
you attract blessings; And if you think of problems,
you attract problems. Always cultivate good
thoughts and always remain positive and optimistic
 


	59. Customer First
.
Professio
nalism
FISH
FIRST
WHY CS  MINDSET
IS IMPORTANT
TO YOU?
Satisfied Customer
Repeat Sales
More $$$
LEAD TO…
?
Develop & Created by: Hilmee Ismail
 


	60. Customer First
Satisfied
Customers
Loyal
Customers
only doing
business
with  a
company,
not with a
person.
Develop & Created by: Hilmee Ismail
 


	61. Customer
service is an
emotion  but
also an action
 


	62. CS Standard –  Focusing on
People / Building Rapport
Creating CS mindset in every
touchpoints – Infinity Cycle
Building Customer First
mindset
Analyze the actual definition of
Service Excellence Standard
Topic 2: Learning Journey
P1
P2
P3
P4
COMPLETED
COMPLETED
Develop & Created by: Hilmee Ismail
 


	63. CS
the
P3
  


	64. To be
greeted by
staff  at
outlets
upon
arrival
Display
model is
available
for viewing
Good
facilities &
showroom /
car / toilet
cleanliness
Refreshment
& convenient
area for
discussion
Obtain the
right info on
HP, product
features &
benefits
Test drive
session after
product
presentation
Final sales
processes,
VSO,
closing &
departure
Find
parking
space once
arrived at
outlets
Customer Service Dimensions
Customer having bad experience in any touch point will
effect the whole process – resulting NO SALES
Customer touch points at sales showroom at the very 1st time
1st TP 2nd TP 3rd TP 4th TP 5th TP 6th TP 7th TP 8th TP
Arrival Showroom experience Depart
Sales journey
Positive Bad Mod Positive Mod Bad Bad Bad
 


	65. Customer Service Dimensions
Example  & case study
Develop & Created by: Hilmee Ismail
 


	66. Customer Journey –  Infinity Cycle
Get
Quote
Your Text Goes here.
Download this awesome
diagram. Bring your
presentation to life.
Prospect
• Advanced
• Forecasting
Quality
• Product Catalog
• Service Catalog
Quote
• Integrated Quotes/Proposals
• Document Management
• Document Publishing
Suspect
• Mass Email
• Website Hosting
• Search Engine Optimization
Lead
• Lead Dashboard
• Intranet Sales &
• Marketing Tools
Meet
• Group Calendaring
• Resource Availability
Order
• Integrated Order Mgmt.
• Bookings Dashboard
• Incentive Management
Service Delivery
• Customer Portal
• Project Tracking
• Time & Expense
Repurchase
• Upsell/ Cross-sell
 


	67. What does Good  Service look like?
“ Good service is
doing MORE than
what is
EXPECTED “
Develop & Created by: Hilmee Ismail
 


	68. CS Standard –  Focusing on
People / Building Rapport
Creating CS mindset in every
touchpoints – Infinity Cycle
Building Customer First
mindset
Analyze the actual definition of
Service Excellence Standard
Topic 2: Learning Journey
P1
P2
P3
P4
COMPLETED
COMPLETED
COMPLETED
Develop & Created by: Hilmee Ismail
 


	69. CS
And
P4
  


	70. They’re change agents
They’re  self aware
They’re empathetic
They’re balanced
SUCCESS FAILURE
6 Qualities of people focus mindset
They don’t judge
They’re gracious
Focusing on people
Develop & Created by: Hilmee Ismail
 


	71. Focusing on people
Customers
Chat/SMS
Telephone  calls
Face to face
Social
Network
Channels
Afraid making
wrong decisions
Fear & worried
Urgencies &
immediate help
Problem solving
Unknown facts
Reasons?
Problems &
Issues
Assistance
Complaints
Functions
Sales /
Service
Develop & Created by: Hilmee Ismail
 


	72. Building Rapport
Empathy vs  Sympathy
 


	73. Rapport is all  about engagement
Focusing on people
ENGAGEMENT
Develop & Created by: Hilmee Ismail
 


	74. The art of  building rapport
Focusing on people
Building rapport can be done using effective NLP
methods (matching & mirroring) – By matching
one’s words, tone of voice and psychology rapport
can be build continuously and unconsciously
 


	75. Mirroring is simply  the process of
mimicking subtle behaviours
within whoever we are
communicating. Before you go
and start mimicking someone's
every word & moves, be aware
that mirroring must be subtle as
to appear to be unconscious!
This is the difference
between a good
conversation and a
punch or slap.
Matching &
Mirroring
 


	76. The art of  building rapport
Focusing on people
✓ Observe and match
body posture
✓ Study non-verbal
behavior
✓ Crossed legs, tilted
head, frowning &
hands on desk
✓ Maintain eye
contact
 


	77. Establishing Rapport
What
does
good
rapport
feel like?
Make  the customer feel comfort
Make the customer feel important
Make the customer feel valued
Make the customer feel calm
Make the customer feel alert
Make the customer feel intact
 


	78. Element 1: The  Human Element.
We are Human.
People are real. They don’t want to be a number
but they want a relationship that works best for
them.
 


	79. Customer Service
• Good  customer RAPPORT = Lasting
relationships
• Average customer RAPPORT =
Steady relationships that could be
lost
• Poor customer RAPPORT = Lost
business
Develop & Created by: Hilmee Ismail
 


	80. “If people will  stop for a moment and put
themselves in another person’s shoes…
it will help them modify their
own behavior. It will help
them develop relationships
with those people.”
Darryl Grigg, Ed.D.
Co-Developer,
American Express Emotional Competence Program
 


	81. CS Standard –  Focusing on
People / Building Rapport
Creating CS mindset in every
touchpoints – Infinity Cycle
Building Customer First
mindset
Analyze the actual definition of
Service Excellence Standard
Topic 2: Learning Journey
P1
P2
P3
P4
COMPLETED
COMPLETED
COMPLETED
COMPLETED
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	82. CSI Factors &  Attributes
Chapter 3
 


	83. Showroom
Facility
1
Sales
Person
3
2
Sales
Initiation
4
Deal &
Paperwork
Topic 3:  Learning Journey
Delivery
Timing &
Process
1
Develop & Created by: Hilmee Ismail
 


	84. Factor 1
Showroom Facility
Outlet
personnel
greeted  you
personally
Comfort &
cleanliness of
showroom
area
Condition of
display
vehicles
Availability of
product
information
Develop & Created by: Hilmee Ismail
 


	85. Greeting Customers
The purpose  is to create and maintain a welcoming
environment - how can we achieve this?
• Be attentive, acknowledge a person as soon as they appear,
even if you’re busy
• SMILE!
• Establish eye contact
• Tell them your name
• Ask how you can help
• Give the customer your full attention
• Be polite and courteous……………
Develop & Created by: Hilmee Ismail
 


	86. Greeting Customers
Basic expressions  of customers
1. Yes Sir/no sir. Yes ma’am/no ma’am
2. Good Morning En ……
3. You're welcome En …..
4. I’m very sorry, En …..
5. Thank you for coming by En …..
6. ……….
Develop & Created by: Hilmee Ismail
 


	87. TOGETHER WE GO  BEYOND
“Serve Not Sell””
PERODUA STANDARD GREETING
SMILE, BOW
AND SAY :
“WELCOME TO
PERODUA” OR
“SELAMAT
DATANG KE
PERODUA”
PUT HAND ON
YOUR CHEST
➢ NO HANDSHAKE during greeting
➢ To welcome customer with STANDARD GREETING.
➢ To establish a GREETING CULTURE among all staff at outlet.
SMILE BOW
 


	88. To greet customer  immediately using
Perodua standard greeting
Smile
Hand on
your left
chest
Say
‘Welcome to
Perodua’
Develop & Created by: Hilmee Ismail
 


	89. ❑The Physical connection  of shaking hands can leave powerful
impression
❑A firm handshake with direct eye contact set the stage for
positive encounter
❑Proper handshake is important
❑Today, the handshake is an important symbol of respect
❑You want your handshake to give you the respect you deserve
Develop & Created by: Hilmee Ismail
 


	90. HAND SHAKE ACTIVITY
Form  2 lines and take
turns shaking hands with
each person in the opposite
row to familiarize yourself
with the different types of
hand shakes
What are the different types of handshakes?
Develop & Created by: Hilmee Ismail
 


	91. Bone Crusher
Queen Finger
Dominator
Keep
Back
Dead  Fish
Hand Hug
Different
Types of
Handshakes
Handshake
Develop & Created by: Hilmee Ismail
 


	92. Handshaking Tips!!
• Always  stand when
shaking hand
• Avoid sweaty or moist
handshakes
• A good handshake is
firm but not tight
• Smile and look at the
person while you shake
hands.
Develop & Created by: Hilmee Ismail
 


	93. The Perfect Handshake
Develop  & Created by: Hilmee Ismail
 


	94. EXTERIOR
Outside look of  showroom
Is the FIRST IMPRESSION
Exterior of Showroom
Must be TAKEN CARE of
Comfort & Cleanliness of Showroom Area
Develop & Created by: Hilmee Ismail
 


	95. EXTERIOR
VISIBLE CORPORATE SIGNAGE
Visible  from a distance
No trees / decorations
blocking
Not damaged
Clean it
Comfort & Cleanliness of Showroom Area
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	96. INTERIOR
CLEANLINESS
Swept & Mopped
Pleasant  Smell
Clean & Dry
Toilet Paper
Hand Soap Provided
Comfort & Cleanliness of Showroom Area
Develop & Created by: Hilmee Ismail
 


	97. What should an  excellent Dealer Facility look like?
Facility
Appearance
Ease of looking
display models
Variety of
model options
available
Quality of
amenities
Clean and Tidy
Comfortable air-
conditioner
temperature
CCE to ensure outlet
free from offensive
smell
Visible directional
sign
CCE/CCO to ensure:
 


	98. What should an  excellent Dealer Facility look like?
Facility
Appearance
Ease of looking
display models
Variety of
model options
available
Quality of
amenities
Manager to ensure
vehicles parked for
easy customer access
Manager to provide
selections of
variants, colors &
options
CCE/CCO and SA on
Duty to ensure display
models are well
organized and parked
 


	99. What should an  excellent Dealer Facility look like?
Facility
Appearance
Ease of looking
display models
Variety of
model options
available
Quality of
amenities
Manager to ensure
vehicles parked for
easy customer access
Manager to provide
selections of
variants, colors &
options
CCE/CCO and SA on
Duty to ensure display
models are well
organized and parked
 


	100. What should an  excellent Dealer Facility look like?
Facility
Appearance
Ease of looking
display models
Variety of
model options
available
Quality of
amenities
Comfortable
Discussion area
Kids corner
Comfortable Seating
space
Internet access
(Wi-Fi)
Product
brochures
Manager and
CCE/CCO must
ensure the
quality of:
 


	101. EXTERIOR
1.5 m
1.5 m
1.5  m
1.5 m
SPACE BETWEEN VEHICLES
At least 1.5 meters from another object
Enough space to move around when all
doors of the vehicle are open
Condition of Display Vehicles
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	102. WELCOMING BOARD MAINTENANCE
➢  Make customer feel welcome when they enter to showroom
➢ To create a personal touch on customer appointment
The “Welcoming Board” must be
maintained by CCE/CCO by daily basis
CCE/CCO will update from the report of
“Showroom Appointment List” Report
The board is for :
a) Car view
b) Test drive
c) Downpayment appointment
d) Delivery
Comfort & Cleanliness of Showroom Area
Develop & Created by: Hilmee Ismail
 


	103. Factor 2
Sales Initiation
Salesperson’s
product
explanation  &
demonstration
Salesperson’s
feedback on
enquiries or
request (Handling
Complaints)
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	104. Product Explanation:
5 PHASE  CAR PRESENTATION
1
5
4
3
2
•Phase 1
Front ¾ View
•Phase 2
Rear
•Phase 3
Side – Passenger Side
•Phase 4
Front End
•Phase 5
Interior Driver Side
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	105. 5 PHASES
3
2
1
5
4
Phase 1  – Front ¾ view
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	106. 5 PHASES
• SA  should gives more time to the customer to
ask questions so SA can fully understand their
needs & wants
• Move with them to the middle of the bonnet
& continue to ask them their opinion about
the design in general
• Stand with the customer just before the
front of the vehicle (passenger side) & see
their reactions to the vehicle’s lines, exterior
& appreciate the vehicle’s aesthetics
• This position encourages the customer to
view all the exterior features of the vehicle
before viewing the interior of the vehicle
Develop & Created by: Hilmee Ismail
 


	107. 5 PHASES
Phase 2  – Rear
3
2
1
5
4
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	108. 5 PHASES
• At  the rear of the vehicle step away & appreciate the exterior
• Highlight the exterior features
• (find out their use of the vehicle) in order to reinforce suitability
of vehicle
• Adjust the interior boot features
• Show them where the spare wheel is kept
• Show them the practical features in the boot
Develop & Created by: Hilmee Ismail
 


	109. 5 PHASES
Phase 3  – Side
3
2
1
5
4
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	110. 5 PHASES
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	111. 5 PHASES
Guide the  customer to the side of the vehicle (passenger side)
This is where the sales person emphasizes on the vehicles:-
• Sport Rim & Tire Size
• Accessibility (4 door vehicle)
• Easy maneuvering / Wheelbase
• Rear Passenger Tandem Distance
• Talk about the passenger side of the vehicle
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	112. 5 PHASES
Phase 4  – Front
3
2
1
5
4
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	113. 5 PHASES
• Emphasize  on the aesthetics of the
vehicle
• Highlight the Head lamps, fog lamps,
front grill, front windscreen, side view
mirrors, garnish finishing, front
bumper & Skirting (if available)…
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	114. 5 PHASES
• Proceed  by showing & explaining the engine compartment
• Highlight engine features such as: Engine name/type/size, gearbox
system, ABS/EBD/VSC/TRC Actuator, Battery (What type of battery
used if vehicle has Eco-Idle function)…
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	115. 5 PHASES
Phase 5  – Driver Side
3
2
1
5
4
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	116. 5 PHASES
½ way
•  Invite the customer to sit down showing them how to adjust their seat
• Show the customer the interior features from the door to ½ way into the
vehicle while SA is standing outside (Eye MUST at the same level as the
customer’s eye – slight bending)
Develop & Created by: Hilmee Ismail
 


	117. 5 PHASES
• Never  lean on the vehicle
• Everything you show the customer & everything
inside the vehicle can be touched by the customer
(this aids the customer’s memory)
• Always put the seats back into a neutral position
after each customer
• You should aim to get to know the customer &
their needs & expectations & their intended use a
little better at each stage
ADVICE
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	118. JOURNEYTO SEALTHE DEAL
➢  Product
demonstration
➢ Share other
Perodua products
info e.g. GearUp
➢ Know customer’s
needs
➢ Check financial
background
➢ Share estimated
overall process
➢ Book using PSOS
appointment
screen-test drive
for availability of
vehicles
Give Right
Information
Understand
Customer
Offer Test
Drive
➢ Update status on:
o Vehicle
o Bank loan
o Downpayment
o Registration
o Delivery time
Regular Update
Product Explanation & Demonstration
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	119. 119
The Secret Formula…product  explanation
Linking Needs to Close Sales
Know Your
Product
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	120. 120
PROFESSIONAL SALES PRESENTATION
Present  the features
Explain the advantages
Anchor customer interest
Relate advantage to benefit
Lead to decision
The P.E.A.R.L Approach
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	121. Features
Fog Lamp
Advantages
Better visibility  especially driving in foggy
weather
Benefits
Convenience & provide additional safety
Presenting Features Using F.A.B Method
Features
Spacious Boot
Advantages
Boot space 508L can store a lot of luggage
Benefits
Very convenience to customers especially
during Holiday travelling
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	122. Potential
Dissatisfaction
Explicit
Complaints
Complaint & Dissatisfaction
Follow-up  &
questionnaires
Resolved
Turned into
satisfaction
& trust by
prompt action
Customer
Expectation
Vehicle Quality,
Sales & Service
DISSATISFACTION
GAP
 


	123. Except
13%
Complaint Statistics
Topic Overview
4  out of 100
customer
complaints
Every complaint
equals to 25
others
91% wont
come back
51% come back
if problem is
solved
82-95%
come back if
impressed
Every complaint
equals to 25
others They
tell 9
others
Will tell
20 others
And
refer
to
5 new
customers
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	124. 3 Principles of
action  & fact finding
• Listen carefully to the
customer
• Inspect the car, the
parts in Q & the place
where it happened &
review past records
• Consult the service
manager
Responsibility for complaint handling by
CCE/CCO
3 Principles of
complaint handling
• Put yourself in the
customers position
• Maintain professional
enthusiasm
& perseverance
• Firmly but politely
refuse unreasonable
demands
 


	125. Topic Overview
General Tips  in handling a specific complaint
FOCUS on the
PROBLEM
Take
RESPONSIBILITY
OFFER
SOLUTIONS or
Alternatives
Say “THANK
YOU”
4 Basic Steps to
Take When
Handling a Specific
Problem
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	126. 7 Steps of  Complaint Handling
Receive
customer
complaints
Listen with
you ears &
eyes
Establish
facts & find
out cause
Reappraise
seriousness
& make
decision
Explain
your
decision
Take action Follow-up
Step 1 Step 2 Step 3 Step 4 Step 5 Step 6 Step 7
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	127. Step 1 –  Receive Customer Complaint
Develop & Created by: Hilmee Ismail
 


	128. Step 2 –  Listen with your eyes & ears
Develop & Created by: Hilmee Ismail
 


	129. Step 3 –  Establish facts & find cause
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	130. Step 4 –  Reappraise seriousness & make decision
Develop & Created by: Hilmee Ismail
 


	131. Step 5 –  Explain your decision
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	132. Step 6 –  Take action
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	133. Step 7 –  Follow-up
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	134. Dealing with Difficult  People
• Tips for dealing with the occasionally difficult
person
1. Separate personality from behavior.
2. Don’t be too emotional
3. Try to see his or her perspective.
4. Be patient.
5. Take a break and try again later.
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	135. Factor 3
Sales Person
Friendly,
courteous
and  helpful
Knowledgeable
about vehicles
Appearance
& attire of
salesperson
Fulfillment of
commitments
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	136. SA TOOLS
Alat-alat SA
Well  groomed
Rapi dan terurus
Neat hair
Rambut kemas
Neatly dressed and
in uniform
Berpakaian kemas dengan
pakaian seragam
Name tag/ID
Tag nama/ID
No
unpleasant odor
Tiada bau yang tidak menyenangkan
Formal shoes with
socks
Kasut formal beserta sarung kaki
Price list
Senarai harga
Brochure/
flyers
Risalah
Business
card
Kad perniagaan
Blank paper
Kertas kosong
Calculator
Kalkulator
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	137. Grooming & Etiquette
Personal  Appearance Standards
Dressing
Facial
Expression
Hand
Shake
Talking to the
Customers
Making
Introductions
 


	138. IF PEOPLE DO  NOT LIKE WHAT THEY SEE, THEY
WILL NOT HEAR WHAT YOU SAY AND WILL
NOT LISTEN TO WHAT YOU HAVE TO SAY
The Importance of Grooming
 


	139. Who would you  trust?
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	140. Personal Appearance
The appearance  of yourself and the other members
of staff in your team will say a lot about the
standards within your operation.
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	141. Grooming & Etiquette
Things
to
have
with
you
Item  Male Female
Hair
Eyes
Beard
Teeth, mouth
Hands, nails
Combed
Clean Shaven or neatly trimmed
Teeth brushed
Clean hands and trimmed nails.
Neatly brushed
Not too much make up
Teeth brushed
Clean hands and trimmed nails.
Shirt
Tie
Uniform
Socks
Shoes
Name Tag
Badge
Other
Clean & pressed
Tied neatly
Clean uniform
Matching
Polished
Placed straight on the left of chest
No sun glasses.
Clean blouse
Clean Uniform
Polished
Placed straight on the left of chest
Modest jewelry, no sunglass.
Business Card
Writing implements
Memo Pad
Handkerchief
Tissue paper
Shop rag
(For 1st Time Customer)
Check every morning
For Checking dipstick,
wiping dirty sports off customer’s vehicle.
Body
Clothing
Professional Appearance Standards
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	142. Grooming & Etiquette
Personal  Appearance Standards
Develop & Created by: Hilmee Ismail
 


	143. • Rinse or  wash your face at least two times a day.
• Brush and floss daily.
• Remove & trim facial hair
Personal
Hygiene
• Shoe should match dress
• Don’t wear too much jewelry
• Choose suitable scarf / tudung
Personal
Accessories
• Must be cleaned and ironed
• Wear appropriate uniform
• Always wear ID tag. Don’t hide it
Personal
Dress
• Choose suitable make-up
• Avoid dry lips
• Moisturize before applying make-up
Personal
Make-up
Personal Appearance Standards
 


	144. SCARF / TUDUNG
»  Choose suitable
patterns
» Wear bright
colour eg red,
yellow and light
blue. Avoid dull
colour.
» Right
combination
» Suitable
accessories
» Avoid messy hair
 


	145. ACCESSORIES
Men should limit  accessories /
jewellery to 3 pieces
Accessories include watch, ring and
handkerchief
A dress watch should be worn, avoid
athletic styles
Avoid bracelets, necklaces and
visible piercing
Jewellery should be keep minimal
and conservative
Remove all facial piercing except
earrings
The 5 piece rule : Wear only 5
accessories
MALE
FEMALE
 


	146. GROOMING MISTAKES
Common Blunders  - Men Common Blunders - Women
Looking sloppy and unkempt
Unpolished and inappropriate shoes
Clothes not pressed/ironed
Wearing pants without belt
Wearing pants that are too long/short
Hanging keys etc at the waist
Oversized shirts & worn out collars
Unshaven – five a clock shadow
Body odor (B.O) & Mouth odor (M.O)
Sporting long nails
Sporting hair way below shirt collar
Wearing white socks with business shoes
Stuffy pocket
Plastic pen in the pocket
Looking sloppy and unkempt
Unpolished and inappropriate shoes
Clothes not pressed/ironed
Dirty finger nails
No make up at all
Not wearing stockings with skirts/dresses
Body odor (B.O) & Mouth odor (M.O)
Inappropriate hair accessories
Hair color that needs touch up
Too many or noisy accessories
Clothes that look too casual at work
Too colorful clothing
Very tight clothing
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	147. Make a good
First  Impression
Be everything you would expect and want to your customer
as you would for yourself
 


	148. First Impressions
You never  get a
second chance
to make a
first impression
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	149. FIRST IMPRESSION
Why first  impressions
is important?
Early judgment is based
strictly on apearance
It’s important to make that
first impressions count
Projecting first impression
increases your acceptance
Fist impression can make
or break your relationship
 


	150. Friendly & courteous  over the phone
Standard (SOP) Call / Telephone Ethics
Making good initial
impressions
Answering Calls
Transferring a call
and putting caller on
hold
Taking Messages
Important areas when
using telephone
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	151. Must show or  inform the
customer on Personal Data
Protection Act (PDPA) Notice
Effectiveness of non face to
face communication
Responsiveness
Courtesy
Obtain this information:
✓ Customer Name
✓ Contact Number
✓ Model of Interest
✓ Appointment Date
Prospecting
Activity Begins…
SA to record the information
in the SA Activity Log Sheet
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	152. Topic Overview
Professional Call  Handling Standards
Example
Step 1
• Answer promptly (by the 3rd ring). People judge how efficiently an organization is run
by how many rings it takes to answer
Step 2
• Identify your college/ or department and yourself to the caller after an appropriate
introductory greeting, i.e., "Good Morning-Good Afternoon, ………. Speaking, How can
I help you?“
Step 3
• Speak distinctly and smile when speaking on the phone. (It helps!) and address the
caller by name at every opportunity.
Step 4
• When the caller asks if an individual is in: "Yes, he/she is...can I ask who is calling?"
Step 5
• When the person called is busy on another line, ask the caller if he/she wishes to hold
for a moment, be transferred to another extension or leave a message.
 


	153. Topic Overview
Pick up  the
phone within
3 rings
Smile before
answering
the calls
Pleasant
greeting
Self
Introduction
Provide
assistance
Response
quickly
Listen
Closing the
call – Thank
You
Call Handling – The Touchpoints
Restate important
points
Your posture will
influence converstaion
Don’t eat or
chew gums
Use polite words &
expressions
Have a writing pad
to jot down
Leave a good
impression
Smooth & polite
greeting
Sound cheerful &
cordial personality
 


	154. Topic Overview
Points to  consider & practice
Brief to the point
communication
Sound genuine on
the phone
Develop & Created by: Hilmee Ismail
 


	155. Factor 4
Deal &  Paperwork
Explanation
on choice of
payment
Clearly explained all
purchase & finance
documents
Easy to
understand the
purchase
transaction Ability to provide
complete
answers to
questions
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	156. 1. Customer may  choose payment mode for the
outstanding amount
2. Customer have the options to pay via:
✓ Hire Purchase (HP)
✓ Company / Government Loan Cash Purchase
✓ Fleet / Company purchase
3. If customer prefers to take hire purchase, Branch will
recommend Perodua’s appointed finance companies.
FINANCING – HIRE PURCHASE
 


	157. 4. There are  12 HP companies appointed by Perodua:
❑ Affin Bank
❑ Alliance Finance Bhd
❑ Am Bank
❑ Bank Islam (M) Bhd
❑ CIMB
❑ Maybank (Auto Finance)
❑ Public Bank Bhd
❑ RHB – Delta Finance
❑ Bank Rakyat Bhd
❑ Bank Muamalat Bhd
❑ UMW Toyota Capital
FINANCING – HIRE PURCHASE
 


	158. 5. The following  document are required prior to submission to HP
company for INDIVIDUAL:
✓Latest Salary slip (6 months) – Basic Income below 2K require
guarantor
✓KWSP statement slip (if required)
✓Identity card (owner/guarantor)
✓VSO (photocopy)
✓Driving License
✓Applicant’s passport size photograph (if required)
6. For COMPANY HP loan:
✓ Form 9, 24, 49, Companies Act (Certified True Copy)
✓ IC one of the company’s director
✓ Company bank statement
✓ Director’s personal bank statement
FINANCING – HIRE PURCHASE
 


	159. 6. If customer  wish to make their own arrangement such as
company loan, customer must be informed that:
❑ The vehicle cannot be delivered until full payment is
received and realized by PSSB.
❑ Letter of Undertaking (LOU) must be obtained before
branch can proceed with registration.
7. LOU is a confirmation letter from the HP Company
indicating agreement to settle customer’s outstanding
payment.
FINANCING – HIRE PURCHASE
 


	160. 8. The HP  Company will fax or submit LOU to the branch for
the successful application
9. Interest rates varies from 3.88 to 4.3% depending on loan
amount and period of payment (rate-subject to changes)
10. Then the AE/AA will update LOU details in VSOS (i.e.
finance amount, finance company, loan period and LOU date)
11. Additional document for HP loan needed is: COPY of
Registration Card or Vehicle Ownership Certificate (VOC)
FINANCING – HIRE PURCHASE
 


	161. 1. Customer does  not have to pay any booking fee. In the case of
corporate/government purchase, there must be a valid Purchased/Local
Order (PO / LO).
2. As for individual customer with company loan financing, a valid LOU is
necessary.
3. Upon receiving a valid PO/LO/LOU, Branch will raise VSO with zero
booking amount.
4. AA will then create booking in VSOS (Customer Booking Screen and
Customer Booking Screen-Approval).
FINANCING – PURCHASE ORDER / LOCAL ORDER
 


	162. 5. A copy  of PO/LO or LOU and Approval by HQ form (must be
authorized by Branch Manager) will be faxed to Branch Operation
Section for approval.
6. Head office will then approve the zero booking in VSOS (Approval by
Head Office Screen).
7. Upon approval by headquarter, Branch can proceed to register the
vehicle as per normal procedure.
FINANCING – PURCHASE ORDER / LOCAL ORDER
 


	163. UNDERSTAND CUSTOMER
This is  a process of getting to know the customer personally
➢ Analyze customer needs vs their commitment
➢ Share info on documents required
➢ Estimated time for overall process / monthly installment
• Use A4 Paper
• Explain and write down clearly the
loan calculation process
• Be transparent to the customer
• Created as a philosophy for SA to have a
comprehensive understanding on
monthly installment calculation.
• The way of calculation is not set rigidly
• SA may explain the calculation at their
best practice as long as customer fully
understand the details
Manual Loan Calculation
SAMPL
E
Understand the Purchase Transaction
 


	164. CHANGE
TOGETHER WE ARE  ONE
Blank Paper Initiative: How to Use It?
Use this space to
show the standard
calculation
Use this space to show the
calculation of additional
items (not fix). ie: Gear Up,
NCD, trade in etc.
Calculation
formula
NOTE:
This template will be
used for practice/
training only, not to
be used in front of
customer.
Summary of
calculation
State the
model and
variant
This part need to
be shown during
training but not
necessary to be
shown in the blank
paper (refer next
slide).
 


	165. CHANGE
TOGETHER WE ARE  ONE
Blank Paper Initiative: From Template To Blank Paper
Standard
calculation
Calculation for
additional items
Summary of
calculation
Model and
variant name
Jump straight to the
summary. (Just do
the calculation in
calculator)
In case the
customer want
other options
Perform this
calculation, show
and explain it to the
customer
 


	166. Factor 3
Delivery Timing  & Process
Waiting
period
Salespersons’
explanation
Condition &
cleanliness of
vehicle
Follow-up
activity
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	167. PHASE 4 |  DELIVERY
3 STEPS DELIVERY
➢ Fill fuel tank (>RM20)
➢ Ensure vehicle is clean & do not remove plastic
cover
➢ Affix road tax & plate holder
➢ VDO (complete checklist) & tire & battery condition
1
➢ VDO Sheet
➢ Warranty Booklet (Tinted)
➢ Service Interval book
➢ Perodua Owner's Manual
➢ Perodua Total Protect Booklet
➢ 1st Service Reminder Sticker
2
➢ Vehicle inspection
➢ Delivery ceremony
3
DOCUMENT PREPARATION
VEHICLE PREPARATION
ENGAGEMENT POINT
 


	168. Check based on  Vehicle Delivery Order
(VDO) items (tire, battery condition)
Semak kenderaan berdasarkan senarai VDO
Provide reasonable amount
of fuel
(eg. >RM20)
Menyediakan jumlah petrol yang munasabah
Affix plate holder
Pasangkan pemegang nombor plat
kereta
Ensure vehicle is clean
Pastikan kereta dalam keadaan bersih
Check engine and chassis number as
per Vehicle Ownership Certificate
(VOC)
Semak nombor enjin dan casis seperti didalam Sijil Pemilikan Kereta
Affix road tax
Lekatkan sijil cukai jalan
STEP 1 :
Langkah 1 :
Apa Penasihat Jualan perlu lakukan sebelum pelanggan datang untuk mengambil kereta mereka?
VEHICLE PREPARATION
Persiapan Kenderaan
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	169. Vehicle Ownership Certification*
Sijil  Pemilikan Kenderaan
Vehicle Delivery Order
Borang Penyerahan Kenderaan
*For cash purchases only
* Untuk belian tunai sahaja
Ask for preferred service
centre
Harus bertanya pilihan pusat servis
pada pelanggan
STEP 2 :
Langkah 2 :
Insurance Cover Note
Nota Perlindungan Insuran
Owner’s Manual
Manual Pemilik
Warranty Booklet
Buku Jaminan
Service Reminder Sticker
Pelekat Peringatan Servis
DOCUMENTS PREPARATION FOR CUSTOMER
Persiapan dokumen untuk pelanggan
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	170. What to explain  during vehicle delivery?
Apa yang perlu diterangkan semasa penyerahankenderaan?
Safety
Keselamatan
Warranty
Waranti
Smart Assist
Maintenance schedule
Jadual Penyelenggaraan
U-first
Introduce to
service
personnel at
delivery
Perkenalkan kepada
kakitangan servis semasa
penyerahan
Additional
services
Servis
Tambahan
Ask the customer on
their preferred service
centre
Bertanyakan kepada pelanggan pilihan
pusat servis
Vehicle deliver at convenient day/
time to customer
Penyerahan kereta pada hari / masa yang sesuai dengan
pelanggan
Spend time talking to
customer
(within 45 minutes)
Luangkan masa bersama pelanggan (
anggaran 45 minit)
Total Protect
STEP 3 :
Langkah 3 :
DELIVERY ENGAGEMENT WITH CUSTOMER
Aktiviti serahan dengan pelanggan
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	171. Give comprehensive explanation  of features/
vehicle usage at/ after delivery
Berikan penjelasan menyeluruh tentang ciri / penggunaan kenderaan
pada / selepas penyerahan
DURING DELIVERY PROCESS
SEMASA PROSES PENYERAHAN
Before Customer
Leaves With The
Car…
Sebelum pelanggan pergi
bersama kereta …
Ask customer to fill up
feedback form on buying
experience
Tanya pelanggan untuk mengisi borang
maklum balas mengenai pengalaman
membeli
Thank customer
for purchase
Berterima kasih kepada
pelanggan
Thank
you!
Show customers chassis and engine number
as per VDO
Tunjuk pelanggan nombor casis dan enjin mengikut VDO
Walk around explaining VDO
Berjalan keliling kereta sambil menerangkan VDO
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	172. TOGETHER WE GO  BEYOND
“Serve Not Sell””
COMPLETE EXPLANATIONTO CUSTOMER
Complete
Explanation
Video
✓ Show car condition.
✓ Share video on how to operate the
features.
During Walk Around
Inspection
✓ UFirst Activation
✓ 1st Service Reminder Sticker
✓ Introduction to Service PIC
✓ Sign VDO
Other Info
DURING DELIVERY
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	173. Why I need  to do follow up call?
Kenapa saya perlu melakukan panggilan susulan?
Contact customer to ensure everything
was satisfactory Hubungi pelanggan untuk
memastikan
semua perkara memuaskan
To get customer’s FEEDBACK
Untuk mendapatkan maklum balas pelanggan
To ask on VEHICLE CONDITION
Untuk bertanyakan keadaan kereta
To ensure if customer is HAPPY
Untuk pastikan pelanggan gembira
Develop & Created by: Hilmee Ismail
 


	174. When I need  to do follow up call?
Bilakah saya perlu melakukan panggilan susulan?
FOLLOW UP CALLS
• By SA
Oleh SA
• Within 3 days after delivery
Dalam masa 3 hari selepas penghantaran
• Enquire on vehicle condition and experience
Bertanya tentang keadaan kenderaan dan pengalaman pemanduan
• Remind on sticker reminder for first service visit
Ingatkan peringatan pelekat untuk membuat servis pertama
RANDOM CALL
• By CCE/CCO
Oleh CCE/CCO
• Within 7 days after delivery
Dalam masa 7 hari selepas penyerahan
• Enquire if SA had done follow up call
Bertanya jika SA sudah membuat panggilan susulan
• Enquire on service given, U-first and VOC (SMS-
Link) Bertanya tentang
perkhidmatan yang diberikan, U-first dan VOC (SMS-Link)
3 Day 7 Day
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	175. Follow up
on
activation
3 days
after
delivery
Reminder
1st
inspection
3  days
after
delivery
To assist
on
insurance
renewal
after 1
year
Offer to
customers
that above
5 years
CONTINUOS ENGAGEMENT
UFirst
Activation
1st time service
reminder
Offer trade-in
(POV)
Insurance
renewal
Update on other Perodua Product & Services
TOGETHER WE GO BEYOND
“Serve Not Sell””
DELIVERY PROCESS
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	176. Maintaining and monitor
outlets  performance
Chapter 4
 


	177. Coaching & Mentoring
To  reinforce others to reach peak performance
& increase initiatives
Why coaching skills are important for CCE/CCO?
 Most effective way to develop others (Sales Advisor)
 Coaches are influencers. Bring out the best in others.
 Builds your reputation as a people developer.
 Create awareness
 


	178. The main purpose  of CS
coaching by CCE/CCO is
all about growing and
guiding your Sales
Advisor and in doing so
growing yourself
 


	179. Coaching Techniques:
True or  False?
Coaching is an important part of your job as CCE.
Coaching isn’t something you should
do on the spur of the moment.
Effective coaching is specific and interactive.
Coaching should only be used to correct SA when
they’re doing something wrong.
Coaching only benefits employees.
 


	180. Unconscious incompetence :  SA don’t know
what they don’t know or cannot do.
Conscious incompetence : SA Aware of
what they cannot do or do not know.
Conscious competence : SA know what
they can do or think about it when doing it.
Unconscious competence: SA don’t think about
it, they just do it.
Stages of
learning
 


	181. Characteristics of Effective
Coaching  by CCE/CCO
 Supportive of others
 Listens and responds with honesty while
being empathetic
 Provides feedback with specific
rationale
 Maintains self-esteem
 Withholds judgment by presenting
facts
 Requires strong communication skills
 


	182. QUALITIES
OF A
GOOD COACH
Positive  &
Enthusiastic
Knowledgeable
Observant
Good
Communicator
Good
Listener
 


	183. QUALITIES
OF A
GOOD COACH
(cont.)
Respectful
Supportive
Patient
Tactful
Empowering
  


	184. Key qualities of
successful  CS
coaches
➢ Have deep knowledge about CS
➢ Able to demonstrate best practices
➢ Providing detail instructions &
explanations
➢ Share personal analysis &
observation to strengthen facts
 


	185. Effective
coaching is
interactive
• Discuss  rather than lecture or
give orders to your SA
• Ask questions
• Listen to what the SA has to
say
• Pay attention to SA body
language, too
 


	186. The Coaching Session….
✓  Ask for feedback
✓ Discuss problems and possible solutions
✓ Allow time for questions
✓ Agree on a plan of action
✓ Thank the employee for input and participation
✓ Set a date for the next coaching session
 


	187. Coaching Poor SA  Coaching Average SA Coaching Top SA
Consider causes
Encourage employee
input
Work to develop
solutions
Renegotiate goals and
objectives
Agree on action plan
Schedule follow-up
sessions
Determine employees’
potential
Find out why they
aren’t doing better
Reinforce strengths
Clarify standards
Develop a plan
Provide frequent
feedback
Be specific
Ask for input
Keep them challenged
Give them adequate
recognition and rewards
Coaching Methods
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