





Dates:	October 5, or October 6, 2010

Location: 	Sacramento
Cal/EPA Building,
Klamath Room, 2nd Floor
1001 I Street


Time:  		9:00 a.m. – 4:00 p.m.

Course Description:  At the end of this workshop, participants will be able to:

· Identify customers as both internal and external
· Limit or expand time allotments to assist customers
· Provide service to Want it All – Want it Now customers.
· Overcome service challenges: Accents, cultural and gender barriers, and preconceived attitudes
· Utilize non F2F channels – including telephone, voice mail, and e-mail. 
· Implement the Emotional to Intellectual model.  Calm and redirect angry or frustrated customers 
· Maintain positive attitudes in a hectic work environment
· Build and project professionalism.  Remain professional even during difficult situations - QTIPBuild P.R.I.D.E. ( Personal Responsibility in Doing Excellence)
· Explain technical issues to non-technical customers




DIT/OIMA 
Customer Service Training 

A 1-day class


Instructor:  Robert Jerome, Ph.D.

Registration:  Online at http://waternet/training/

To Register:  Follow the training registration requirements, obtain all required approvals and then register on-line at http://waternet/training.  The online system will provide a registration confirmation.  Questions concerning the class may be addressed to Barbara Andersen at 916 341.5519 or bandersen@waterboards.ca.gov@waterboards.ca.gov.

If you have special accommodation or language needs, please contact Barbara Andersen at (916) 341-5519 or email  bandersen@waterboards.ca.gov@waterboards.ca.gov at least 5 working days prior to the class.  TTY/DD/Speech to Speech users may dial 7-1-1 for the California Relay Service.
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