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Primary	  Objec-ves	  of	  the	  Workshop	  
1.  Iden-fy	  the	  quali-es	  beyond	  technical	  competence	  that	  Customers	  value	  in	  service	  providers	  

(like	  us).	  
2.  Manage	  Customer	  percep-ons	  when	  working	  in	  occupied	  space.	  
3.  Create	  a	  posi-ve	  impression	  even	  when	  working	  in	  an	  equipment	  room.	  
4.  Generate	  percep-ons	  that	  exceed	  Customer	  expecta-ons	  when	  depar-ng	  a	  job.	  
	  
	  
Before	  you	  conduct	  the	  workshop:	  
1.  Verify	  that	  the	  PowerPoint	  is	  loaded	  and	  ready	  to	  run	  
2.  If	  the	  workshop	  includes	  video	  and	  you	  are	  going	  to	  use	  it,	  verify	  the	  proper	  opera-on	  of	  the	  

video	  
3.  Verify	  the	  prin-ng	  of	  the	  par-cipant	  materials	  &	  the	  availability	  of	  pens/pencils	  and	  pads	  of	  paper	  
4.  Check	  the	  room	  set	  up	  
	  
	  
Facilita-on	  Keys	  to	  Remember:	  
1.  Review	  the	  slides	  and	  key	  points	  
2.  Talk	  to	  the	  par-cipants,	  not	  the	  screen	  
3.  When	  you	  ask	  a	  ques-on,	  let	  par-cipants	  answer	  
4.  Ask	  ques-ons	  early	  on	  to	  get	  workshop	  par-cipants	  immediately	  engaged	  
5.  The	  par-cipants	  should	  talk	  50%	  of	  the	  -me	  
6.  Try	  to	  get	  most	  of	  the	  par-cipants	  involved	  in	  the	  conversa-on	  
7.  When	  par-cipants	  ask	  a	  ques-on,	  repeat	  the	  ques-on	  so	  that	  everyone	  hears	  it	  
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Slide	  1	  –	  Impera-ves	  1	  
	  
Iden-fy	  the	  quali-es	  beyond	  technical	  competence	  that	  
Customers	  value	  in	  service	  providers	  (like	  us).	  
	  

Slide	  2	  –	  Impera-ves	  2	  
Manage	  Customer	  percep-ons	  when	  working	  in	  
occupied	  space.	  
	  

Slide	  3	  –	  Impera-ves	  3	  
Create	  a	  posi-ve	  impression	  even	  when	  working	  in	  an	  
equipment	  room.	  

Slide	  4	  –	  Impera-ves	  4	  
Generate	  percep-ons	  that	  exceed	  Customer	  
expecta-ons	  when	  depar-ng	  a	  job.	  
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Slide	  5	  –	  Sa-sfac-on	  Formula	  
Whether	  or	  not	  we	  agree	  with	  their	  point	  of	  view	  or	  the	  
accuracy	  of	  their	  view,	  our	  clients	  percep-ons	  of	  us	  are	  
their	  reality.	  	  We	  have	  to	  take	  steps	  to	  make	  sure	  their	  
percep-ons	  of	  us	  are	  posi-ve.	  	  A	  key	  to	  doing	  this	  is	  to	  first	  
understand	  something	  we	  call	  the	  “Sa-sfac-on	  Formula.”	  

Slide	  6	  –	  Sa-sfac-on	  Formula	  
Customers	  expect	  basic	  technical	  competence	  from	  us.	  
	  
Ask,	  “What	  makes	  up	  basic	  technical	  competence?”	  

Slide	  7	  –	  Sa-sfac-on	  Formula	  
When	  we	  fulfill	  Customer	  expecta-ons,	  we	  provide	  
Customer	  Service.	  
	  
Ask,	  “What	  do	  Customers	  expect	  from	  us?”	  

Slide	  8	  –	  Sa-sfac-on	  Formula	  
When	  we	  exceed	  Customer	  expecta-ons,	  we	  provide	  
Customer	  sa-sfac-on.	  
	  
Ask,	  “How	  can	  we	  exceed	  Customer	  expecta-ons?”	  
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Slide	  9	  –	  Customer	  Values	  
Ask	  the	  ques-on,	  “What	  do	  you	  value	  as	  a	  Customer?”	  

Capture	  answers	  on	  a	  whiteboard	  or	  a	  flipchart.	  

Discuss	  answers.	  
	  

	  
Look	  for	  and	  emphasize:	  
•  Reliability	  
•  Fair	  treatment	  
•  Empathy	  and	  listening	  
•  Friendliness	  
•  Follow-‐up	  
•  Responsiveness	  
•  Cleanliness	  
•  Authority	  to	  act	  
•  Respecjulness	  
	  
	  
Slide	  10	  –	  Reliability	  
Ask	  the	  ques-on,	  “What	  are	  the	  essen-al	  traits	  of	  
reliability?”	  

Slide	  11	  –	  Fair	  Treatment	  
Ask	  the	  ques-on,	  “Why	  is	  fairness	  important?”	  
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Slide	  12	  –	  Empathy	  and	  listening	  
Ask	  the	  ques-on,	  “How	  do	  you	  respond	  as	  a	  Customer	  when	  
someone	  actually	  listens	  to	  you?”	  
	  

	  
Capture	  answers	  on	  a	  whiteboard	  or	  a	  flipchart.	  

Slide	  13	  –	  Friendliness	  
Ask	  the	  ques-on,	  “What	  difference	  does	  it	  make	  if	  you	  are	  
friendly?”	  

Slide	  14	  –	  Follow	  up	  
Ask	  the	  ques-on,	  “Why	  is	  follow	  up	  important?”	  

Slide	  15	  –	  Responsiveness	  
Ask	  the	  ques-on,	  “Why	  is	  speed	  so	  important?”	  
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Slide	  16	  –	  Cleanliness	  
Ask	  the	  ques-on,	  “When	  you	  go	  to	  a	  restaurant,	  how	  
important	  is	  cleanliness?”	  
	  
	  
	  
	  
	  
	  
	  
Slide	  17	  –	  Authority	  to	  Act	  
Ask	  the	  ques-on,	  “What	  gives	  you	  the	  authority	  to	  
act?”	  
	  
	  
	  
	  
	  
	  
	  
Slide	  18	  –	  Respecjulness	  
Ask	  the	  ques-on,	  “How	  do	  we	  demonstrate	  
respect?”	  
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Slide	  19	  –	  Occupied	  Space	  
Point	  out	  that	  when	  technicians	  arrive	  at	  a	  job	  site,	  they	  have	  
to	  bring	  in	  tools,	  ladders	  and	  other	  equipment	  to	  do	  their	  jobs.	  
The	  poten-al	  is	  there	  to	  be	  quite	  a	  disrup-on	  to	  the	  
Customer’s	  opera-on.	  
	  
Divide	  the	  par-cipants	  into	  small	  groups	  of	  three	  or	  four.	  Ask	  
the	  groups	  to	  brainstorm	  ways	  to	  be	  posi-ve	  and	  considerate	  
when	  working	  in	  an	  occupied	  space.	  Capture	  each	  group’s	  
input	  on	  a	  whiteboard	  or	  flipchart.	  
	  
	  
Look	  for	  and	  emphasize:	  
•  Bring	  in	  only	  the	  tools/equipment	  you	  will	  need	  a1er	  

determining	  the	  job	  requirements	  
•  Minimize	  the	  number	  of	  trips	  through	  the	  space	  to	  

minimize	  the	  poten-al	  for	  crea-ng	  a	  problem	  with	  
tenants	  and/or	  damaging/soiling	  the	  area.	  

•  Ask	  permission	  before	  working	  in	  a	  person’s	  work	  area.	  
•  Set	  up	  the	  work	  in	  an	  orderly	  fashion.	  Assume	  you’re	  

being	  watched	  –	  you	  are.	  
•  Use	  a	  drop	  cloth	  or	  towel	  to	  cover	  the	  immediate	  work	  

area	  and	  for	  senng	  down	  tools	  and	  materials.	  
•  Cover	  desks,	  chairs,	  carpet,	  etc.	  with,	  at	  least,	  a	  plas-c	  

drop	  cloth	  to	  prevent	  damage	  and	  to	  minimize	  cleanup.	  
•  Tape	  off	  work	  area	  if	  it’s	  a	  high	  traffic	  area	  but	  ensure	  

there	  are	  alternate	  routes	  for	  tenants.	  	  This	  is	  especially	  
important	  if	  you	  are	  working	  alone	  on	  a	  ladder.	  

•  Use	  a	  ladder.	  Don’t	  sit	  or	  stand	  on	  desk	  or	  tables.	  	  Besides	  
the	  important	  and	  obvious	  safety	  concerns,	  you	  avoid	  the	  
risk	  of	  damaging	  someone’s	  belongings.	  

•  Use	  clean	  gloves	  when	  moving	  furniture,	  ceiling	  -les	  or	  
access	  panels.	  

•  Remove	  shoes	  if	  there’s	  a	  possibility	  of	  soiling	  carpet.	  
Some	  technicians	  carry	  “boots”	  to	  slip	  over	  their	  shoes.	  

•  Go	  to	  a	  private	  loca-on	  when	  talking	  on	  the	  phone.	  
•  Clean	  up	  when	  work	  is	  completed.	  	  The	  greatest	  technical	  

performance	  is	  nullified	  if	  you	  leave	  behind	  a	  messy	  work	  
area.	  

•  Always	  double	  check	  the	  area	  to	  ensure	  you	  have	  not	  let	  
dirt,	  debris	  or	  equipment.	  
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6	  

Slide	  20	  –	  Occupied	  Space	  
Have	  par-cipants	  again	  work	  within	  their	  groups	  to	  provide	  a	  
list	  of	  responses.	  Ask	  the	  ques-on,	  “When	  you	  are	  talking	  to	  
building	  occupants,	  what	  subjects	  should	  you	  avoid	  and	  
why?”	  

Capture	  their	  responses	  on	  a	  whiteboard	  or	  flipchart.	  

Look	  for	  and	  emphasize:	  

•  Poli-cs	  
•  Religion	  
•  Ethnicity,	  race	  or	  gender	  
•  Sexual	  comments	  

•  Money	  
•  Company	  problems	  
•  Your	  problems	  
•  Building	  problems	  

Emphasize	  that	  we	  are	  guests	  in	  the	  building	  and	  should	  
behave	  accordingly.	  We	  shouldn’t	  do	  anything	  we	  wouldn’t	  
do	  if	  we	  were	  guests	  in	  someone’s	  home.	  
	  
	  
Slide	  21	  –	  Working	  in	  an	  Equipment	  Room	  
Ask	  the	  open	  ques-on,	  “How	  can	  you	  make	  a	  posi-ve	  impact	  
even	  when	  people	  don’t	  see	  you?”	  
	  

	  
Look	  for	  and	  emphasize:	  
•  Leave	  the	  space	  cleaner	  than	  how	  you	  found	  it.	  
•  Realize	  that	  if	  you	  are	  the	  last	  person	  on	  the	  job,	  then	  you	  

will	  be	  held	  accountable	  for	  the	  job.	  
	  
	  
	  
Slide	  22	  –	  Depar-ng	  the	  Job	  
Take	  Five:	  When	  you’re	  completely	  done	  and	  ready	  to	  go,	  
STOP.	  Take	  five	  minutes	  to	  recheck	  everything	  before	  
leaving.	  Button	  up,	  clean	  up,	  pick	  up,	  zip	  up	  and	  only	  then	  
pack	  up.	  
	  

	  
Ask	  the	  open	  ques-on,	  “Why	  is	  'Take	  Five'	  cri-cal?”	  
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6	  

Slide	  23	  –	  Depar-ng	  the	  Job	  
Ask	  the	  open	  ques-on,	  “How	  can	  you	  go	  beyond	  what	  
the	  Customer	  might	  expect	  before	  you	  leave	  a	  job?”	  
	  
	  
Look	  for	  ideas:	  
•  Sweep	  the	  floor	  
•  Iden-fy	  other	  poten-al	  problems	  and	  report	  them	  
	  

Slides	  24	  –	  Depar-ng	  the	  Job	  
Ask	  the	  ques-on,	  “Why	  is	  it	  so	  important	  that	  you	  do	  
these	  litle	  things	  before	  you	  leave	  a	  job?”	  
	  
	  
Look	  for	  and	  emphasize:	  
•  The	  Customer	  beter	  understands	  and	  appreciates	  your	  

value	  
•  The	  Customer	  knows	  that	  you’re	  looking	  out	  for	  them	  
•  You	  build	  up	  posi-ve	  Moments	  of	  Truth	  (MOTs,	  touch	  

points	  with	  the	  Customer)	  and	  memories.	  
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6	  

Slide	  25	  –	  Depar-ng	  the	  Job	  
Have	  par-cipants	  work	  in	  their	  groups.	  Ask	  them,	  “What	  
should	  you	  include	  on	  a	  'Take	  Five’	  checklist?”	  Supply	  each	  
group	  with	  a	  flipchart	  page	  to	  record	  their	  final	  lists.	  When	  
the	  groups	  have	  finished,	  post	  their	  checklists.	  
	  

	  
Look	  for	  and	  emphasize:	  
•  Double	  check	  work	  site	  for	  tools,	  equipment	  and	  

materials.	  
•  Replace	  covers	  and	  panels.	  
•  Replace	  all	  screws.	  
•  Remove	  debris	  from	  the	  area.	  
•  Restore	  power.	  
•  Leave	  the	  work	  area	  cleaner	  than	  you	  found	  it.	  
•  Check	  carpet,	  walls	  and	  surfaces	  for	  dirt	  or	  damage.	  

Report	  any	  damage.	  
•  Return	  cabinets,	  furniture,	  etc.	  to	  original	  posi-ons.	  
•  Turn	  off	  equipment	  room	  lights.	  
•  Lock	  doors/hatches	  as	  required.	  
•  Return	  keys	  to	  proper	  person.	  
•  Complete	  paperwork	  and	  get	  a	  signature.	  
•  Make	  a	  report	  to	  the	  Client.	  
•  Ask	  if	  there	  is	  anything	  else	  you	  can	  do	  before	  leaving.	  
•  Check	  truck	  and	  attached	  equipment	  for	  security	  before	  

leaving.	  
	  
	  
Slide	  26	  –	  Ac-on	  Plan	  
Have	  par-cipants	  choose	  three	  items	  from	  the	  "Take	  Five"	  
checklists	  that	  they	  don’t	  typically	  do	  that	  they	  will	  commit	  
to	  doing	  over	  the	  next	  three	  months.	  
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6	  

Slide	  27	  –	  Takeaways	  
Have	  par-cipants	  write	  down	  three	  key	  takeaways	  they've	  
learned	  from	  the	  workshop.	  Have	  each	  par-cipant	  share	  
their	  takeaways.	  

Slide	  28	  –	  Module	  Review	  &	  Ques-ons	  
Awer	  a	  quick	  review,	  give	  workshop	  par-cipants	  the	  
opportunity	  to	  raise	  ques-ons.	  Start	  with,	  “Who	  has	  the	  
first	  ques-on?”	  As	  much	  as	  possible,	  encourage	  other	  
par-cipants	  to	  answer	  the	  ques-ons	  raised.	  
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