Skill Overview
Directions: Read about the skill and then complete activities to practice the skill.
[image: ]What does it mean to engage positively with customers and stakeholders?
This means being kind and helpful when talking and working with others. It means listening, solving problems, and helping people have a positive experience. It also means communicating respectfully and acting professionally.
[image: ]Why are these skills important?
Employers want workers who can interact well with customers, coworkers, and others. Positive communication and helpful service can help businesses succeed and create a good experience for customers. Being friendly, respectful, and professional can also help build trust and strong relationships.

These skills are important at work, home, school, and in your community. Positive interactions can help people feel respected, build stronger relationships, and create a more welcoming environment.

For example, you may help a customer solve a problem, answer questions clearly, or work with others to complete a task or meet a goal.
[image: ]How can you improve these skills?
You can improve these skills when you:
· Act in ways that support your workplace or team goals.
· Speak and write in a clear and respectful way.
· Show kindness, honesty, patience, and leadership when working with others.
· Listen carefully to questions, concerns, and feedback.
· Stay calm and professional when solving problems.
· Be open to change and new ideas.
· Offer help and support when needed.
· Go the extra mile to help others.



	


Skill Practice
Directions: Try one or more activities to practice your skills. 
Activity 1: Providing Positive Customer Service
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Read each scenario below and then answer the questions.
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Scenario 1:
Peter receives a package in the mail, but the item inside is damaged. He contacts customer service 
for help.
· What are 2-3 ways the worker could help the customer in a positive and professional way?

Scenario 2:
Valentina ordered shoes online two weeks ago, but they still have not arrived. She contacts customer service to ask about the problem.
· What are 2-3 ways the worker could help the customer in a positive and professional way?

Scenario 3:
Karim bought a new cellphone, but he cannot get it to work correctly. He calls technical support for help.
· What are 2-3 ways the worker could help the customer in a positive and professional way?

Reflection Questions:
1. How can helping customers in a positive and professional way support a company’s goals?

2. How can good customer service help a business succeed?

3. What might happen if a business does not provide good customer service?
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Activity 2: Positive and Professional Communication
Read each scenario below and then answer the questions.
· For Scenarios 1 and 2: Underline or highlight the response that sounds more respectful and professional and explain why.
· For Scenarios 3 and 4: Rewrite the worker response so it sounds more respectful and professional.
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Scenario 1:
A guest at a hotel cannot sleep because of noisy neighbors in the next room.
· Worker A: “There’s nothing I can do about it right now.”
· Worker B: “I’m sorry about the noise. Let me see if I can find you a quieter room.”
1. Which response sounds more respectful and professional? Why?
2. What positive customer service qualities does the worker demonstrate?
Scenario 2:
A customer brings her car to a repair shop before going on a trip. The mechanic notices that one tire looks unsafe.
· Worker A: “Your tire is unsafe. You need a new one.”
· Worker B: “I noticed one tire may not be safe for a long trip. Let me explain the problem and show you your options.”
1. Which response sounds more respectful and professional? Why?
2. What positive customer service qualities does the worker demonstrate?
Scenario 3:
A customer calls a flower shop because she needs flowers for a celebration later that day. 
Rewrite this response so it sounds more respectful and professional:
· “We’re busy today. I can’t promise anything.”
Positive language:	
Scenario 4:
A customer calls an animal clinic because her dog is sick and needs to be seen soon. 
Rewrite this response so it sounds more respectful and professional:
· “We’re full today. Call back later.”
Positive language:	

Skill Application
Directions: Think about a time when you helped a customer, coworker, student, family member, or community member and then answer the questions.

Questions:
1. Describe the situation. Where were you? Whom did you help?

2. How did you communicate in a positive and professional way?

3. How did your actions help the person or support the goals of the group, organization, or business?

4. What is one thing you did well or would do differently next time?

image3.png




image4.svg
   


image5.png
I,




image6.svg
   


image1.png




image2.svg
            


image7.png
PAAER

PA Adult Education Resources




