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Business Etiquette Tips
by the Telephone Doctor

7 Steps to Service Recovery

It IS your responsibility. If you have answered the
phone on behalf of the company, you have indeed
accepted 100% responsibility. At least that’s
what the caller/customer believes. So get off the
“it’s not my fault” syndrome. And get on with the
“what can | do for you?” position.
. “I'm sorry” DOES work. As stated above, in the
customer’s mind, it is your fault. Saying you’re
sorry won't fix the problem, but it definitely does
help to defuse it immediately.
. Empathize immediately. When someone is frus-
trated, the one thing they need is someone to
agree with them, or at least feel they’re being un-
derstood. Try “That’s got to be so frustrating” or
“What an unfortunate situation.”
IMMEDIATE action is necessary to make a service
recovery. Don’t make a customer wait for good
service. Get whatever it is they need to them im-
mediately. Overnight service if it's necessary.
That’s recovery.
. Ask what would make them happy. If you have
tried what you considered “everything,” simply
ask the customer: “What can | do to make you
happy, Mr. Jones?” In most cases, it may be
something you’re able to do.
. Recovery. Service Recovery is not just fixing the
problem. It's making sure it won’t happen again.
It's listening to the customer. It's going above
and beyond.
. FOLLOW UP. After you've made the customer
happy, make an extra phone call a day or so later.
Be sure to ask them: “Have we fixed everything
for you?” “What else can we do for you?” Be sure
they’re sat-

Career Services is creating a "Career Closet" for all students.
We are looking for donations of clothing, shoes, and accesso-
ries for both men and women. This closet will be used by the
students to put together an interview outfit, and boost their
confidence!! Please call Maura Downing at 472-5114 if you
have any questions or need to arrange for a pick up!
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Employee Good NeWs

Sunaina Sharma’s older daughter, Preya Sharma,
former student of Katherine Hill is now a Doctor in
Residence in Detroit, Michigan. Sheena Sharma, her
youngest daughter and former student of Lisa Har-
rington, was accepted to the University of Las Vegas
for the Dental Program.

GREEN BAY, Wis. -- A Wisconsin college has found a new way to
cut costs with e-mail -- by changing the font.

The University of Wisconsin-Green Bay has switched the default
font on its e-mail system from Arial to Century Gothic. It says that
while the change sounds minor, it will save money on ink when
students print e-mails in the new font. Diane Blohowiak is the
school's director of computing. She says the new font uses about
30 percent less ink than the previous one.That could add up to
real savings, since the cost of printer ink works out to about
$10,000 per gallon. Blohowiak says the decision is part of the
school's five-year plan to go green. She tells Wisconsin Public
Radio it's great that a change that's eco-friendly also saves
money. -Associated Press 3/26/2010
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Outstanding Students from WCHS

For 40 years, the national PTA Reflections Program has encour-
aged students across the nation and in American schools overseas
to explore their artistic talents.

The PTA Reflections Program is designed to enhance quality arts
education for students in preschool through grade 12, encourag-
DATE CORRECTIONS ing them to create works of art in the areas of dance choreogra-
phy, film production, literature, musical composition, photogra-
On your ROP Master Calendar, please make the phy, and the visual arts. More than 500,000 students participate
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following date corrections: through their local PTAs each year—millions over the course of
the program’s 40 years.
Leadership Meeting West Covina High School's Multimedia/Graphic Arts program
April 14, 2010 to April 21, 2010 entered 35 students into the PTA Reflections Program Contest.
) Four of those students were recognized at the High School Level.
Memorial Day Under the Visual Arts category Zach Araujo took 3rd place and
Monday, May 31, 2010 Daisy Munar, Abraham Perez, and John Sanchez got Honorary

. . Mentions. They all moved on to the District Level. At the District
Post Secondary Mission Statement Level John Sanchez won 1st place and moved on to the First Dis-

trict Level. He received Honorable Mention at the First District
Level. CONGRATULATIONS!

The East San Gabriel Valley ROP/TC provides all stu-
dents with the highest quality academic and technical
skills necessary to be well-educated citizens, responsi-
ble, productive employers and employees, and to be
successful in obtaining high wage, high demand, con-

West Covina High School Step Squad
West Covina High School's Step Squad competed in a Step Com-

tinuous employment. petition Saturday, February 21st. Step Squad won 2nd place un-
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Congratulations!
Denise Sandoval, Early Childhood Education In-
structor at Walnut High School, was voted by the !
Walnut High School seniors to be the Honor Guard
during the 2010 Graduation. # $ " "$
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Board Members

Rosemary Garcia, Member
Azusa Unified School District

Doris Blum, Member
Glendora Unified School District

Darrell Myrick, Member

/@\“ﬁ"‘ \ Helen Hall, President
&/ Covina Valley Unified School District

\ Walnut Valley Unified School District

Christina Lucero, Member
Baldwin Park Unified School District

Jessica Shewmaker, Member
West Covina Unified School District

Brian Akers, Vice President/Clerk
Charter Oak Unified School District
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CONGRATULATIONS TOALL




