IN SEARCH OF EXCELLENCE
V-GMT-024


86 mins
Lead your organisation to superior performance.  Learn how customer service, innovation and people contribute to the success of any size organisation, including yours.  IN SEARCH OF EXCELLENCE shows that excellence is attainable through highlighting successful companies:  Stew Loenards Dairy, Disney World, 3M, Apple, Dana Corporation and North American Tool & Dye, McDonalds and IBM.

Learn how to empower and encourage, share information and increase the pride and productivity of everyone in your organisation by watching how these responsive companies deal more effectively with people.

Key Messages:
· Excellence is attainable.

CUSTOMER CARE
V-MAS-020


54 mins
Customer care is a people related service.  It is an area in which staff who have developed into listening employees can best contribute to the growth and success of their company.  It means your employees must give of themselves.

Emphasising the Nissan company, this video stresses the importance of exceeding the customers expectations:  doing everything better than anyone else.

REMEMBER ME
V-MAS-073


10 mins
Maybe this time hopefully someone will remember the customer.  The customer makes many allowances - long, unnecessary waiting periods, rude behaviour, little assistance, bad attitudes etc.  But at the end of the day the customer wins.  Because the customers may compromise, they may forgive a mistake, they may tolerate your pressure but don't they forget.

They take their business elsewhere, because they have many choices.  They stick together so everyone knows of their experiences.  The customer always win.

CUSTOMER SERVICE:  IT PAYS TO PLEASE
V-MAS-023


19 mins
This film teaches your employees that todays customers are buying products as well as service. And with the high cost of acquiring new customers, its critical that a company keeps its current customers happy.  And it will give them a clear understanding of their responsibilities as company representatives.

Through a series of entertaining and instructive vignettes, your employees will see themselves as others see them.  Theyll learn the skills they need to sell your companys image to customers, and theyll be sold on using them.  Use of the telephone is of major importance to most companies, and special attention is given to preparing employees to use it well.

Key Messages:
Illustrates the important role that customer service plays in the overall success of a company.

Stresses that developing good customer relations is essential to staying ahead of the competition.

Analyses the components of good customer service and demonstrates the skills necessary to achieve it.

Offers tips on proper telephone etiquette.

Teaches that an important part of communication involves listening.

IT DOESNT COST ANYTHING TO SAY HELLO
V-MAS-047


22 mins
It Doesnt Cost Anything To Say Hello is a unique training resource that shows how customer service really works.  The video shows how customer service policies transfer to where they really matter - your cashiers/frontline staff.

The video identifies the key areas that cashiers need to concentrate on to achieve the most efficient and effective customer service:  handling the older generation, bagging  merchandise, how to correct mistakes, carry out company policy.

Your cashiers are your ambassadors, this is an excellent training video for them.

DEALING WITH ANGRY CUSTOMERS
V-MAS-048


15 mins
Keeping customers is as important as getting them.  This video demonstrates a simple method for dealing effectively with angry customers:  first, deal with the person; then deal with the problem.  The video helps the service representative learn how to emphasize and how to help customers diffuse their anger.  It illustrates how to summarize the situation to be sure its understood correctly.

The video will help the service representative learn to suggest alternative solutions and to follow up on them.  Dealing with angry customers is an important skill.  It's a skill everyone can - and should - learn.

LISTENING LEADERS - Customer Response
V-MAS-049


30 mins
This video shows how top organisations excel at gathering feedback from customers - and how this information is used to improve products and services and to develop new ideas.

General Electric freephone answering centre handles 60,000 calls a week, assisting customers while receiving information to improve products, service, distribution and marketing.  At Polaroid, customer feedback was essential to the launch of a new product, the impulse camera.

The Riverside Methodist Hospital President stays close to his internal customers by 'walking the job' and talking to everyone in the organisation, and at J.C. Penney, a store manager improves service by listening to customers and rewarding staff for commitment.

Key Messages:
Listen to your customers.

Act on what they say.

Feed back information to all staff.

OOPS!  TIME FOR SERVICE RECOVERY
V-MAS-061


20 mins
Its inevitable that service breakdowns - disappointments and misunderstandings - will occur.  But service breakdowns dont have to translate into lost customers and lost revenue. In fact, the healing process of service recovery can increase customer loyalty.

Service recovery is about regaining and retaining customers. In this video service management consultants explain that the goal of service recovery is to leave dissatisfied customers feeling dazzled and delighted so theyll want to come back.  They have developed a six step process to help service people recover customers after a breakdown has occurred.

Feedback is also a critical element in the service recovery process: from customers to service reps about what goes wrong; from reps to the organisation so that the organisation can examine and correct its systems and continuously improve.  The video illustrates the role feedback plays in service recovery.

PRINCIPLES OF BAGGING PLASTIC
V-MAS-067


25 mins
Pleasing the customer is the primary function of any grocery store.  This video puts it all in the bag by providing proper training in bagging techniques.  Bagging is the final function your store/supermarket will perform for most customers, it is therefore good customer relations to ensure that the bags will hold their contents until they reach their destination; that bagging is done quickly and efficiently and your staff adheres to the companys bagging procedures and policies.

REACHING OUT
V-MAS-071


18 mins
This video leads you through the steps you need to follow to master the art of quality customer service.  Customers today are making their buying decisions based more on quality customer service.  That is why it is important to know and understand your customers, make sure they needs are met and that they leave with a good feeling.

It is important that the customers know that the employee is reaching out to them.

MILLION DOLLAR PANTRY
V-MAS-072


16 mins
Presented by Readers Digest this video shows supermarket owners how they can earn as many loyal customers as they want, through quality customer service.  The emphasis, they stress, is on knowing your customers, what they want and adequately training your staff to be helpful, courteous and efficient.

WHEN IM CALLING YOU
V-MAS-106


30 mins
Your enemy:  customers.  Their sinister intention:  to do business with your company.  But with the help of the telephone you can defeat them.

This video humourously illustrates the best ways to drive customers into the arms of the competition. The relentless demonstrations of how not to deal with incoming calls (for example, answering the telephone quickly and saying something incomprehensible) are followed by a demonstration of how it should have been done.

Suggested for:
Induction programmes.

Telephone receptionist training.

Telephone techniques programmes.

TELEPHONE SKILLS AND TECHNIQUES
V-MAS-107


48 mins
What organisational image is being sent when you answer the telephone?  Within three (3) seconds of answering the telephone your caller forms a lasting impression of you and your company.

This video takes viewers through proper telephone techniques and remind students how poor telephone techniques can ruin the reputation of a good company.  Learn how to change your telephone nightmares into good public relations and sales opportunities!

QUALITY CUSTOMER SERVICE
V-MAS-108


23 mins
This video, based on the book by William B. Martin examines the role of service in the 90s.    Todays business environment is filled with highly competitive choices.  As this video demonstrates the critical element influencing those choices is service - quality service.  Hear from people experienced in the ins and outs of the service business.  Learn to make service your business - it could make the difference between success and failure.

THE TELEPHONE AT WORK
V-MAS-109


15 mins
The telephone is very much a part of our life.  Answer the telephone and you are responsible for the satisfaction of that caller.  When you consider how often you and everyone in your organisation use the telephone each day, it makes sense to use that time wisely.

THE TELEPHONE AT WORK illustrates how to effectively use the telephone - be polite and efficient.  An excellent training tool in telephone techniques.

WHY QUALITY
V-TQV-013


25 mins
This No. 1 best-selling video motivates everyone in your company to look at quality from the only point of view that really counts - the point of view of your customer.  It is a powerful tool designed to help you spread the quality message throughout your organisation.  This hit video demonstrates common quality issues, and how employees can handle them.  Your employees will see:  how one company unintentionally produces customer anxiety as it tries to add a service; why a manufacturing company that offers the best service loses customers; how a service organisation stands out from the competition by anticipating its customers needs; and how a retail store turns a defect into an opportunity to exceed its customers expectations.  These realistic examples make the essential point that your customers are buying far more than your product or service-theyre buying an overall sense of satisfaction and value.

Key Messages:
Motivates employees to view their jobs with a quality mind-set.

Encourages employees to look at quality from the perspective of the customer.

Demonstrates the essential point that customers are buying more than a product or service.

Sends the message that everyone plays a vital part in delivering quality to the customer.

THE MARVELLOUS MOUSETRAP
V-MAS-104


24 mins
Service is the biggest industry in the country. It is imperative that employees see themselves as the producers of goods and services as well as the consumers, as this gives them a greater appreciation of the part they play in providing a service.  This video teaches that we cannot disregard one defect as irrelevant, as bad news spreads quickly causing a domino effect.  Each employee, at every level contributes to the overall profits of the company and it is important that employee understand their role in the sustainability of the company.

CROSS REFERENCE
Front Office:  Handling Guests Complaints

V-HAT-001.2


26 mins

Front Office:  Upselling and Suggestive Selling

V-HAT-001.3


25 mins

Telephone Skills:  Hospitality on the Line

V-HAT-001.30

25 mins

Guest Service:  Putting the Guest First

V-HAT-001.42

17 mins

Guest Service:  Building A Professional Team

V-HAT-001.43

14 mins

Meet the Visitor

V-HAT-005


33 mins

