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Customer Service Panel
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Laurie Callaghan, WFG National Title (X XX
Amy Zemple, Stewart Title Guaranty Company : : ®
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Moderator:
Christina Robinson, Capital Title Insurance Agency
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“In everything, do to others what you would have them do to you.”

THE GOLDEN RULE
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Customer Service
Customer Service is Selling!

How do you identify different types of clients in a
transaction?

* Lender

* Realtor

* Buyer

* Seller

* Attorney

Don’t be afraid to ask!
View the Purchase Agreement or Lender Order

Email Etiquette

5 C’s of Email Etiquette:

* Clear
Be clear about your message!

* Cohesive
Stay on topic

*  Complete
Complete your idea — “Thanks Suzy, | have added the price
addendum to our file and will send out an update commitment
shortly” vs. “Received”.

* Concise
Eliminate unnecessary words

e Concrete

Use precise words. Avoid using acronyms. Don’t assume the reader

knows what you think they should know!
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Email Etiquette

Phone Etiquette o

PROOFREAD! Then, proofread again!
Use proper email punctuation

Know your audience

Practice good grammar

Choose your salutation carefully
When to “Reply All’/Forward/Escalate

Delayed responses/error — acknowledge your delay
or error!

When to use the phone vs. email

Difficult conversations

Complicated conversations

Time-sensitive matters

Follow-up with email summarizing discussion
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Phone Etiquette -

* Give the other person time to process — be
comfortable with small bouts of silence.

* How to handle conversations that get off track?
Why did the conversation get off track?

Is the person getting defensive?

Defensiveness = feeling “unsafe” — they don'’t feel like you
are coming from a place that has their best interest at heart.

Know when to end the conversation!

Be comfortable admitting you don’t know the answer to
something and committing to finding it and returning the
call when you'’ve found the answer.

00
BUSINESS PHONE ETIQUETTE TIPS ssss
— FOR THE MODERN AGE —— :o

YOU DON'T GET A SECOND

CHANCE AT A FIRST IMPRESSION.

Since aveary phone call a
| —
1S O new opportunity to v y
win over a customer, it's
Important to deliver

on caller axpectations
while delighting in

unexpected ways
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START STRONG
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Introduce yourself. ¢
By putting a name to N
your voice, you set the @ !
stage for connection
and understanding.
"‘,\_y
Speak clearly, not too
softly or too quickly.
Enunciation is everything,
especially when speaking
with callers who are elderly
or hard of hearing.
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SUMMARIZE
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THE GOLDEN RULE

Focitota the king of ooll you
Wil wont it you were
calling 0 butiness Keop
kndnass of the foretront of
Wy conveisatian

S,
¥EP§ Skip e slong..ond the K gon, Dont
be too iInfarmal and while crearty
technical longuoge might sound
Impresuhe, It con alienats calkers who
oran't familior with such terma.
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Avoid putting callers on hold
5 % volL 4 oV pel

PHONE FAUX PAS

Finish snacking before
picking up the phone.
fven the most discreet munchng
can be hoard by callers

Avoid interrupting the caller,
Proctice patmnoe, eyen wher the
porson on tha othar and af tha line
I8 toling slowdy of repeating
thamaoives

Leave succinct messages
and voicomally,
1 you hove to loaws 0 messoge for
O Customor, Gut slresght 10 the
paint - you don't want g wastes |
QMyong's terw




PHONE ETIQUETTE
MUSTS

¥

Proctice empathy above all,
Imogne tho calm s g frend or rdative who Is in nooa

oof supprt ond treot e how yours dunt yor ved

Orvg 10 De tredod

Bo patient, sspecially when speaking to older
callers or those whose first languoge lsn't English.
3 Impoasky'o 10 ¥now tho HIOry Ol owary partod) you 1ok with

s grew Pdhs ths Beenettt of the chisurt whammens youl com
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Alwayn proofresd

Be poita and profassicnal
Respond in a timely manner

Kaep it bnaf

Don't call unannounced

Use reasonable tone and clanty
Phone etiquette
Deliver messages promptly

Creata s profassional voicemail

Mute yoursell

Engage with your body

Don't intarrupt

Dress appropelstely
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Read the Room!

* How do they like being referred to?

* Pick up on small cues/body language
Do they shake hands?

Do they have a nickname?

* What happens if you offend someone?
- Immediate apology, empathy, sincerity

Follow up with handwritten note

View the situation in retrospect — how could it have
been avoided?

How could you have handled communication
throughout the situation better?
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Own Your Mistakes! et

What happens if you make a mistake?

* Ownlt
You can’t learn anything from, a mistake until you admit that
you've made it.

Reframe the error
How you view your mistakes determines the way you react
to them and what you do next.

Analyze
What could you have done differently?

What can you do to fix the situation?

Put lessons learned into practice
Mistakes are opportunities to learn and grow!
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Tailor the experience see

0l7

018

[ X0
. ) — (X
Each experience should be tailored to your client’s preferences! [
. What they want vs. what you think they want
. Concierge list — have your customer fill out their preferences
Customer Proferance Sheot
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“Do unto others, whenever possible, as they would want to be done to them.”

THE PLATINUM RULE
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