Kate Kingston, President & Founder of the Kingston Training Group
has been exclusively educating business technology sales executives
on every type of prospect across 60+ industries and how they
proprietarily use technology for over 20 years. This knowledge is
the cornerstone of KTG’s prospecting training and empowers the
sales executive to schedule more net new meetings at the C-Level
with a vertical focus through foot, phone, email, and social media to
(money - back) guarantee at least a sustainable 50% increase in net
new meetings so they can sell more Hardware, Software, Document
Management, Managed IT, MPS, MS, ECM, 3D, Supplies, Telecom,
and Mailing solutions across your entire salesforce. This results in a
sales force that can recommend the right technology infrastructure
solutions by enhancing their understanding of their prospect's
business creating more robust proposals and sales.

Kate is a recognized as an authority on lead generation, recruiting
new hires from a prospecting skill base prospective, and new

business development
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Diane Waltemath
founder/CEO
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Kingston Training Group
5 Ways to Increase Customer Service Excellence
BTA Webinar Factsheets

The Purpose of Evaluating your Customer Service

Evaluating and tweaking the communications, both
electronic and verbal with customers and vendors and
employees.

query answers, show appreciation for both

a more professional communication experience.

One wary to Up Level your customers experfence is to standsrdize the answers to the most
commen queries. This can be accomplished by creating consistent interactions and controlling the
narrative with how each employee answers and ends their phoe and email as well as looking at
the handcopy communications ematl and emai) pondence from cach of your s
email

By Email: Have each department to member forward you at least 10 emalis that they recently
sent Qustomers use this email to send to then for that request

Send this simple email to each member of your
team




The long-term
relationship
a customer has with your
dealership only just
begins
with the “sale”.
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EXPANDED EDITION OF THE
INTERNATIONAL BESTSELLER

STRATEGY.

How to Create Uncontested Market Space
and Make the Competition Irrelevant

W. CHAN KIM | RENEE MAUBORGNE
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hould be called

| stoier Success
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The Purpose of Evaluating your Customer

Service

Evaluating and tweaking the
communications, both
electronic and verbal with
customers and vendors and
employees.

Standardize query answers,
show appreciation for both
sales executives
and customers, and deliver
a more professional
communication experience.

\
\ (00

PHONE IN PERSON
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Have each
department
forward you the
last 10 emails they
sent to customers

Customer Service
Dispatch
Supplies

From Every IT Support
D e p d rtm e nt Accounts Payable

Accounts Receivable

that tOUCheS Logistics
the Cllent Technicians

Contracts
Remote Access

Purchasing




Send this simple email to each member of your

team

Hi

Can you do me a favor and forward me the last 10 emails you sent customers today or
\/psterday. | need to check something on our end. — Thanks!

19

SUCCESSFUL SERVICE REQUEST RECEIVED TEMPLATE AND CONFIRM EQUIPMENT ID
SERVICE REQUEST CONFIRMATION EMAIL TEMPLATE
CONVERT 2: VIS EMAIL TEMPLATE
CUSTOMER PORTAL INFO: SIGN UP USING OUR PORTAL EMAIL TEMPLATE
RECYCLING EMAIL TEMPLATE
TONER RECYCLING: SENDING PRE-PAID SHIPPING LABELS EMAIL TEMPLATE

DEALERSHIP CUSTOMER SERVICE EMAIL & TALK TRACK TEMPLATES

1) TONER SHIPPED TO OUR CUSTOMER, UPS POD SHOWS TONER DELIVERED AND SIGNED BUT CUSTOMER SAYS DOESN'T HAVE
TONER TALK TRACK
15T ATTEMPT STALE - CUSTOMER SERVICE TOOL STOPPED REPORTING EMAIL TEMPLATE
1sT ATTEMPT STALE - PULSE CUSTOMER SERVICE TOOL EMAIL TEMPLATE
2% ATTEMPT STALE - CUSTOMER SERVICE TOOL EMAIL TEMPLATE
2% ATTEMPT STALE — PULSE CUSTOMER SERVICE TOOL EMAIL TEMPLATE
3R0 ATTEMPT STALE - CUSTOMER SERVICE TOOL EMAIL TEMPLATE
3RD ATTEMPT STALE - PULSE CUSTOMER SERVICE TOOL EMAIL TEMPLATE
STALE DEVICES EMAIL TEMPLATE
STALE DEVICES: PULSE
380 ATTEMPT FOR DEVICES STOPPED REPORTING EMAIL TEMPLATE
NEW CUSTOMER SERVICE TooL CUSTOMER EMAIL TEMPLATE

Crierover SERVICE CNUERANE TATt W TRACK — CATTINA ATIRTAMER

4/6/21
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Subject title

Spacing

Grammar

Clear, easy to follow directions

Customer Appreciation

Original Deliverable

Hi - Thank you for submitting your count online
for us. Can you please double check it for us?
The count came through as "0". Please either send
the counts by return email or resubmit. Make sure

that no front zeroes or any punctuation is used
that could cause this to happen.
Best,

4/6/21
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Subject Title: From (Insert your dealership name) - Quick question
regarding your online meter reading submission for (Insert their

Body: Good morning (

[ am writing to thank you for submitting your meter reading online
for us. Here at ( ), we continue to strive

towards reducing the workload for our clients, even when
delivering important information to us. We are glad that the online
submission is working for you. When you submitted, the count
came through as “0”".

We would ask if you could double check your numbers and make
sure that no front zeroes or any punctuation is used. That is usually
the cause of a “0” value submission. Please resubmit online, or if

you prefer, you may respond with your numbers via email.

) appreciates your business. We are
focused on the success of ( )
through technology innovation.

Subject title

Spacing

Grammar

Clear, easy to follow directions

Customer Appreciation
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Original Deliverable

Hi ( ),
My colleague let me know you called today, sorry for the delay.
We have updated your meter readings and revised the last

invoice.

Please see attached.

Best, (

Subject Title: From ( ):
Enclosed is a copy of your revised invoice that you
requested.

HiV'AGood morning (Insert clients name).
KTG Thank you for being a valued customer. |\%

colleague shared that you called today and
requested that we update your meter reading and
E nhan ceme nt revise your last invoice. | am happy to report that
[V ERY WS N0t eel| Please let me know if
there is anything else I can do to be of service.

Everyone at (Insert your dealership name),
appreciates your business and is focused on your
company’s success.

13
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Original Deliverable

Hi ( ),

We received a notice from our spam filter that there was a problem with
the main contact email address we have for you. Can you please verify
your correct email address and also let us know whether you received an
email from us for the meter reading? It would have come from (

).

Thank you.

KTG
Enhancement

Subject Title: From ( ): (
), we received a notice about a problem with an email we have
for you. - ( )

Body: Good morning ( ).

Here at ( ), we are continuously striving
to have the most current contact information for (

). This allows us to provide service as quickly and
efficiently as possible for you. We recently received a notice from our
spam filter that there was a problem with the contact email address
VCHEVCE) BCR ) it Can you please verify your correct email
address and let us know whether you received an email from us
regarding your meter reading? It was sent from (Insert the email
address). Thank you for checking this and for your quick reply with
any corrected or updated email contact information,|

You can certainly reply to this email or please feel free to call us. My
contact information is enclosed. ( )

appreciates your business. We are focused on the success of (
) through technology innovation.

14



Subject title

Spacing

Grammar

Clear, easy to follow directions

Customer Appreciation

Everyone at (
), appreciates your business and
is focused on your company’s success.

Good Waysto | “( | | )
End Your appreciates your business.

Email
mails | )

appreciates your business. We are
focused on the success of (Insert the
name of client’'s company) through
technology innovation.




How your
dealership
interacts by
phone

4/6/21
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QO

D]

HOW QUICKLY YOUR PHONE IS BRAINSTORM EVERY POTENTIAL DEVELOP CUSTOMER-FRIENDLY WAYS TO
ANSWERED, OR YOUR WEBSITE OR SCENARIO YOUR SPECIFIC BUSINESS ADDRESS THEM.
EMAIL QUESTIONS RESPONDED TO. COULD ENCOUNTER.

33

Does everyone in
your customer
service department
answer and end
the phone call in
the same way?

34

17
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Hello and thank you for
calling( ). This is
( ) from your Customer
Service Team. How may [ help you?

Customer

While we are on the phone together, is

Seer ce there anything else I can do to be of service?

Team Then commence

Everyone here at Dealership
appreciates your business. Thanks for

calling.

1.) Are they asking for your
name and then not using it?

2.) Are they sharing their
name?

3). Are they thanking you for
calling?

18



Check their outgoing
voicemail messages

Accounting

Outgoing Voicemail

“Hi, you've reached (Insert
your name) in the accounting
department at (Insert
company name).

Please leave me a message
with your name, phone
number, company, invoice or
PO#, and a brief description of
how I can be of help and I will
call you back as soon as
possible.”
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Cash management

* Welcome Letter — New Customer

PROBLEM ==~/ == SOLUTION
¢ Tax ID, W9, ACH Payment Request 2

* Email Invoices vs USPS

* Request on-time payment when able to
demonstrate invoice delivery

* Set the appropriate Expectation within the AR
department

* Past due (1) day

atisfaction—
ice_ e'xllmmlidls";‘
quality/

AR Activity Steps
¢ 1 email, 2 email, 3 call

Dealer Cadence

* 3-day increments

40

20
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Billing & customer experience

DCA @ Onboard

Convert CPC to
Minimums

Adjust Mins to
accommodate Ovgs

o Think comp plan,
think pandemic

Flat Fee Locals

Flat Fee Contracts

Respect-TFnelr
Time

21



Customers call asking leasing questions that require additional research Talk Track

You: Kingston Technologies [this is _
Client: Yes, [ have a question about my lease.
You: Certainly, how can I help?

Client: asks a question you don’t know the answer to...

) and provide you an

43

Every
Department

that touches
the client

* Customer Service
* Dispatch

* Supplies

*IT Support

* Accounts Payable
* Accounts Receivable
* Logistics

* Technicians

* Contracts

* Remote Access

° Purchasing

4/6/21
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Linked [[}}
®_O '0 O

45

As an Executive

Accounting Specialist
here at (

Accounting )1

_ provide best in class
Professional quick resolution for

all invoice and
Header payment questions.

4/6/21
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Apologizing

4/6/21
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Incoming Call for Customer Print - Scan Issue Talk Track

“Ican’t scan”, “I can’t print”. “I have a new computer and need it setup”. “We switched from Verizon to Comcast etc.”

1. Positive response: OK. Thank you for calling us. I'm sorry that you're having this issue and I'm happy to try to help.

2. Confirmation: So just to make sure I understand, you want (repeat what they want)?

a2 Response: OK. Let me first say that this is important to me that we resolve this for you and I am sorry you are having this issue. |
I understand how frustrating it can be. I'll do all | can to help! I have a few questions for you, is that ok?

Build Brand Loyalty with
Exceptional

Customer Service

50

4/6/21
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Microsoft
360’s
State of
Global
Customer
Service
Report

95% of respondents cite
customer service as
important in their choice
of and loyalty to a brand.

61% of our respondents
have switched brands
due to poor customer
service

WHY DO CUSTOMERS LEAVE A COMPANY?

Customer believes you
don’t care about them

Customer is dissatisfied
with your service

Customer pursuaded to
go to a competitor

Customer gets a friend
to provide a service

Customer moves away

Customer dies

4/6/21
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Inside your customer portal
tool why not have a library of
videos that can be accessed on
demand to answer certain
query questions in real time.

56
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1.Toner Return and Reimbursement Email Script

2.Customer Issue with Lines on Their Copies Email Template

3.Postage Meter: Needs to be Synced

4.Waste Container Full
5.Customer Issue with Lines on Their Copies Talk Track

6.Sign up for the Customer Portal

Untitled - Message (HTML)

= = > 1207 PM
ve F {eet] o » & D A= s D } - di) 5 B2
n £ Type here to search = 2 9 = 2 : < aspon N2

58
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Change Management

The methods and manners in which a
company describes and implements
change within both its internal and
external processes. This includes
preparing and supporting employees,
establishing the necessary steps for
change, and monitoring pre- and post-
change activities to ensure successful
implementation.

60
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Change management

eg/ b Customer Rollout
Exceéd Customer 0 Qualify all Details, Set the Expectations
Expectations :

Project Management Tools
SmartSheet.com

Change Management Letter
Customer facing; all locations

Critical Services document
At-a-Glance

Desktop Marketing
Critical Services

Customer Welcome Letter
Generates from AR dept

31



https://vendordirectory.shrm.o
rg/category/testing-
surveys/customer-satisfaction-

SUrveys

63

ookmarks [} Reading st

SHRM Human Resource Vendor Directory + List Your Company &= Saved Companies (#SignUp %) Login

BETTER WORKPLACES
BETTER WORLD™

s » Customer Satsfaction Surveys

Customer Satisfaction Surveys 21 companies found)

Compare and research Customer Satisfaction Surveys companies and businesses

HR Unlimited, Inc
-":é' Get our FREE Checklist for OFCCP Audits
B PR Grar Trs TS B

MR UNLIMITED INC

HR Unlimited’s proven strategies have streamlined the process of Affirmative Action Plan
el n expedited timeline. Qur

tive specialized human DQ‘UD]E‘"G”

Your Trusted
Screening Provider

4/6/21
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Software Rating (G2) Delivered Fortnightly!

Only the Best of the
Blogs for You!
You are bu

5y folks, we get It

Identifying and Fixing the
Root Causes
of

Customer Dissatisfaction

33



1. Which of the following
words would best describe our

our service how well has the
technology met your needs?

5. How much effort did you
personally have to put forth in
getting your request from our

dealership handled ?

2. If there’s one thing that you
would suggest improvement in
our processes of serving you
what would that be?

6. To what extent would you
agree with this following
statement? - Kingston
Technologies made it easy for
me to handle this issue

3. How easy is our website to
navigate?

7. With a scale of 1 to 10 -
how likely would you be to
recommend Kingston
Technologies to a friend or
colleague?

4. How easy is our customer
portal to navigate?

8. What would you say to
about our products and
service if somebody asked
you?

* What else would you like us to know

about improvements you would like
see?

4/6/21
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Everyone is responsible
for selling

4/6/21
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Craft email signature
options that include
all your selling
solutions

Hereat ________, we continue to evaluate and add the best of breed new solutions to better serve our customers in building the smartest office environment in the industry.

From temperature scanning to staff customers or staff into y ysical offices more successf i safer

Securely controlling, ‘u(t\\m],, and backing up your fully- rmulmmny, growing network and all the technology tools you use everyday
Dark Web Monitoring v ing the industry’s first commercial solution to detect your compromised credentials in real-time

Secure, scalable, n‘h.ihlc,.md cost-effective phone systems that allow faster and more secure internal and external communications
Streamlining our print infrastructure and reducing your printing costs by as much as .{(l%

Digitizing your paper-based processes and automating manual tasks to better control document workflow

Interactive touch display signage that offer que opportunities for collabe

The most functional, best of breed, multifunctional machines that can be cu \mmm-.i for your company

As you one contact for your procurement, deployment, support, and technology, can ensure system compatibility and continuity through standardization of
technology and reduce your service requests and ownership of obsolete equipment. Please contact us to learn more or to schedule a demonstration of any of these solutions.

36



Phone
Call Prior
to Drivers
Arriving

You: Good morning my name is (Insert your name). I am part
of your technology team from (Insert your dealership name)
and I am calling to provide an estimated window of time for my
arrival in your offices at (Insert address). I wanted to be
respectful of your time and so that you can better plan your
workday, [ will be leaving my current customer delivery visit in
a few minutes and anticipate with traffic on arriving to your
offices about (Insert time you will be there). While I have you
on the phone, if you have a moment, are there any special
instructions about our delivery - for example, is there a loading
dock or other possible difficulties that you can share with me
about bringing the technology into your space?

Them: Describes delivery instructions.

You: if you don’t need any more information or after they
shared additional information: Thank you for sharing that
with me. [ will think about this on my drive over and be fully
prepared. I look forward to seeing you soon.

Personal Letter from President that Delivery Team Presents

(A letter from President that he/she has signs and dealership reproduces. Letter comes in an envelope - not a legal letter size envelope but a smaller one the kind where you

would hand write a thank you note.)

Just a note of thanks for trusting us with your newest technology acquisition. Everyone here at _ will continue to work hard to provide the most cost effective, best

customer serviced; technology solutions available.

We look forward to helping you achieve the security of your infor)
through technology.

Please feel free to reach out to me or any team member at

- Kate Kingston

meet your

€ require s, reduce workload and enhance pr bility for your pany

)
P

to allow us to help whenever needed.

4/6/21
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KTG Customer

Service Follow Up
Talk Track

4/6/21
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Here is what | would say...

Receptionist:

Upper Management: “Yes, hello, my narne is Kate Ki

ogether. We are your techno, I was calling

If you notice, | put my name, title, and my company name at the top of the call with the

receptionist beca | we

is

nt her to use that when she speaks to the customer so there
recognition of your dealership. The receptionist will either be connecting you directly to the
customer or to his voicemail. Either way | leave the same message.

Live answer with the Customer...

Customer: “This

Kate King

I'm part ¢

your team here

Upper Management: “Hi John, my nan

atK 1 Technologies. I'm heod of customer s

e ond am colling to than

e opportunity of be ice yesterday, | was pleased that our technician

1ble to resoh

good hands with Mike and

| wanted to pro y direct number if you ever need it as we waont to ec

able and accc

n our focus

Please feel fi

u numt

77

ation for, or execution of our servi

future?

Customer; provides feedback

If feedback isn’t positive

er Management: “Th the feedback. | will meet wi

speakin

ul - thar

will

rk on improving —

If feedback is positive

Upper Management: “Thank you for the feedback and the

oday and please reach out to us with things we can do tc

your bi

If you get their voicemail...

Upper Management: “Hi John, my name i

n at Kingston Technol Larm

pportunity of being of servi

was oble to resolve your issue.

are pil here to be ¢

ce to ABC company.

ould like to see in the

rt of your tec

78
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MARIA MASEINEY
I I T PRI

CUSTOMER
SUCCESS

3 N TAN LIASDLA
MEHTA  STEINMAN  MURPHY
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Diane Waltemath
founder/CEO

diane@performancenow.us
www.performancenow.us

4/6/21
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KTG created

and delivered Nf Evaluating new content.

a robust

training

schedule to

deliver Weekly \ Agree on using new content.
content and |

continue to

wo rk With all Provide additional weekly assignments to
team members . .
to: D members could envision.

Make customer service
training an ongoing part of
your company’s professional
development program.

4/6/21
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16 Waste Container Full Talk Track

19)
20)
21)
22

23)
24)
25)
26)

Prior to Service Technician arriving ON TIME at Customer Office Talk Track
Prior to Service Technician Arriving LATE at Customer Office Talk Track
Prior to Service Technician Arriving LATE to Customer Office Email Template
New Service Call Email Template
Service Call Completed Email Template
No ETA on Part Needed to Resalve Machine Issue/Repair Talk Track
ETA Request on Equipment Delivery & ETA is Known Talk Track
ETA Request on Equipment Delivery & ETA is Unknown Talk Track
ETA Request on Equipment Delivery & ETA is Unknown Email Template
Customer’s Internal IT Department Installing Equipment Talk Track
Issue Resolved Service Completed for Help Desk Only Email Template
Issue/New Help Desk Service Call Created Email Template - Doris

Customer ETA Request for Service Technician Talk Track

New Vendor Service Call for Out of Territory Machine Email Template

New Vendor Follow Up on Status of Service Call for Out of Territory Machine Email Template
Customer Issue with Lines on Their Copies Talk Track

Customer Issue with Lines on Their Copies Email Template

FP Postage Meter: Needs to be Synced Email Template

FP Postage Meter: Printing ¥ the Postage Response Email Template

FP Postage Meter: Customer Account Disabled Email Template

How to Create an Email Signature in Outlook

85

25)  Tracking Package That Has Been Signed for Talk Track
26)  Calls Directed Incorrectly Talk Track

27)  Customer Questioning Charge for Toner Email Template

28)  Successful Supply Order Received and Confirm Equipment ID Confirmation Email Template

29)  Supply Request Confirmation Email Template

30)  Service Request Received/Confirm Equipment ID Email Template
31)  Service Request Confirmation Email Template

32)  Incoming Call for Customer Print/Scan Issue Talk Track

33) Entered Meters Came Through Our Systems as “0” Email Template
34)  Entered Meters Lower than Previously Email Template

35) INTERNAL: ETA and/or Tracking Numbers for Client Talk Track
36) New Copier Inquire Email Template

37) Obtaining Vendor Shipment Tracking Information of a Purchase Order Email Template
38) New Vendor Service Call for Out of Territory Machine Email Template

39) Outside Vendor Follow Up on Status of Service Call for Out of Territory Machine Email Template

40)  Customer Issue with Lines on Their Copies Talk Track

41)  Customer Issue with Lines on Their Copies Email Template

42)  FP Postage Meter: Needs to be Synced Email Template

43)  FP Postage Meter: Printing % the Postage Response Email Template
44)  FP Postage Meter: C Account Disabled Email Template

45)  Delivery Schedule to Cust Email Templ.

46) How to Create an Email Signature in Outlook

17
17
18
18
19
19
19
20
21
21
22
22
22
23
23
23
24
24

25
26
27

86
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10)
11)
12)
13)
14)
15)
16)
17)
18)
19)
20)
21)

Customer Care Talk Track

Voicemail Script

Cellular Phone Voicemail Script

LinkedIn Professional Header

Budget LinkedIn Summary

Customer Portal Signup Info Email Template

Customer/ Vendor Issue Requires Additional Research Time Talk Track

Update on Researching Question for Customer Outbound Call Talk Track

Collections Hold Customer Requesting ETA on Service Talk Track
Customer Requesting to Speak with Service Technician Talk Track
Address Change Talk Track
Customer Has No Equipment ID# & [s Connect to Dispatch Talk Track
Equipment Move Request for Front Desk Only Talk Track

Customer Can't Get in Touch with Their Territory Manager Talk Track

Incorrect Invoice/Supply Order/No Response from Service Technician Request Talk Track

Customer Ordering Toner Automated Toner Service Talk Track
Automated Toner Replacement Email Template

Current Customer Ordering Toner Talk Track

Customer Wrong Toner/Staples Issue Talk Track

Can’t Understand Their Name Talk Track

Requesting Equipment ID Talk Track

oW W W oW

w

10
10

12
12
13
14
14

87

Collections Talk Tracks

Created by The Kingston Training Group

Table of Content
Accounts Receivable Talk Track 2
Accounts Receivable Team Outgoing Voicomail 2
INTERNAL: Advising Sale Rep of Customer Request for New Agreement Email Template 2
24/7 ePASS Sign Up Email Template 2
Insufficient Funds (Bounced Checks) Talk Track 3
Credit Card Failure Email Template 4
Out of Office Email Template 4
Customer or Vendor Issue Requires Additional Research Longer Than 2-3 Minutes Talk Track 4
Update on Researching a Question for a Customer for a n Outbound Call Talk Track 5
Calls Directed Incorrectly Talk Track 6
Here is your Current Statement Email Template 6
Current Statement with 24/7 ¢PASS Email Template 6
Invoice Endlosed Email Template 7
Over Payment/ PD Credited Invoice for an Outbound Call Talk Track 7
Over Payment/Credited Invoice Email Template 8
Collection Notice Email Template 8
Open Account Balance Email Template 8

88
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Kingston Training Group Customer Service
Excellence Talk Tracks & Email Templates

The Purpose

* Evaluating and tweaking the communications,
both electronic and verbal with customers,
vendors, and your employees.

» Standardize query answers
« Show appreciation for both sales executives and

customers
* Deliver a more professional communication
experience
89
Surd Customer Service Excellence has set your dealership apart from our competition
S by committing to driving a standardized better customer experience.
-~ Implementing over 300 well-crafted customer centric talk tracks and email
communications which create a better deliverable and achieve better outcomes
when interacting with our customers and internally with other departments.
A Growth and profitability, which are vital to success, starts and ends with
W supporting our customers in every step of their journey through utilizing
technology
90
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amn 1raining

Kingst

Kate Kingston

President & Founder
646.831.5184

kKkingston@Kkingstontraining.com

www.kingstontraining.com

Make More Meetings, Make More Money!

91
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