Courageous Conversations with Marilyn Sherman

Courageous Conversations
For Front-Row Service
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Use an exit line Use an exit line
&p Before it’s too late Before it’s too late

-
\\{\4 1. “l have a prior commitment, let’s finish this later.
N How does 3:00 look for you?”
2. “This is important to me. I’d like to get closure on this,

how does 3:00 look?”

/ 3. Or, “I need 4
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Script for Courageous Confrontation
service recovery 4-part script:
1. Listen

2. Apologize on behalf of Nissan
3. Empathize with them

4. Fix it (Ask what they need)

5. Get to “Here’s what | can do”
6. Thank them & Document it all
7. Follow-up
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Courageous Confrontation
4-part script:

Courageous
onversation Hacks:) .

1. When you
(avoid these two words) and
2.1am (use your I-Statements)
3. What | need
4. Because
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1. It’s All about SYSTEMS

2. Communicate, train, educate

3. Know your numbers!

4. Ask for positive surveys

5. Watch social media & compare notes
6. Take 11 seconds to breathe!

Every day you have an
opportunity to create
Front-Row Moments

Let’s
Practice!
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Get the Slides and Bonuses at:

Connect with Me on Linkedin:

m Marilyn Sherman, CSP, CPAE

Watch My Front-Row
Friday Videos on YouTube
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