Chapter 11 -  
MANAGING YOUR TIME

Chapter 11 focuses on the need for service providers to better manage time in order to be able to accomplish all the tasks assigned to them and better serve customers. As students go through the chapter, they will discover strategies for prioritizing tasks, techniques to save time while serving customers, and strategies for reclaiming their time. 
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Instructional Suggestions

In this chapter, students will have an opportunity to identify a variety of factors that affect their time and their ability to effectively use it.  

As you go through the chapter material, share additional ideas and materials along with personal experiences. Also, solicit input from students. 

Some options for enhancing the material in the chapter include:

· Locate additional time management articles and tools that students can use to better understand the concept of time management. Many of the web sites under the heading of “Time Management” offer these.

· Have customer service professionals who regularly deal with the issue of time management while serving customers come in to discuss the topic with your class.

· Locate books with time management activities and use them to have students practice the skill in class (e.g. give them a list of tasks that are common in the service environment and have students prioritize them individually or in groups).

Lesson Notes

Instructor Note 11-1: Show PowerPoint 11.1 – Managing Your Time
The following are suggested instructional approaches related to Chapter 11 – Managing Your Time that you could use to facilitate the class.
QUOTE

You may want to draw attention to the quote and ask for reactions to it.

Instructor Note 11-2: Show the chapter objectives with PowerPoint 11.2 - Learning Objectives and briefly discuss how you will address each objective throughout the chapter (e.g. strategies, support materials, activities). Also, discuss any other chapter content-related information necessary.

Learning Objectives

At the end of this chapter, and when applying the information within, you will be able to:

· Realize how time reality and perceptions differ

· Recognize the need for effective time management

· Prioritize daily tasks

· Apply techniques that save time while serving customers

· Use time usage criteria to reclaim time

Quick ( Preview
Instructor Note 11-3: Have students complete the Quick ( Preview quiz, then go over their answers and tie into the chapter content. Tie them into chapter content and any other items related to what you will cover in the class.

Quick Preview Answers:
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2.
False

3.
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4.
True

5.
False
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True
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True
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True
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False

10.
True

11.
True

12.
True

13.
False

14.
False

15.
True

WHY THE NEED FOR EFFECTIVE TIME MANAGEMENT?

This chapter focuses on raising your awareness to the need for effective time management. By examining ideas and examples of issues that inhibit effective productivity along with strategies for improving time usage, you can gain insights into ways for handling a variety of personal and workplace situations. Also, by better managing your time, you can better perform your job and serve your customers.

One important thing to remember about time management is that it is not just a workplace issue. If you learn to manage your time outside the workplace, you can reap the benefits by being able to better focus and accomplish tasks on the job (e.g. prioritization and organizational skills practiced at home will also work on the job). On the other hand, if you mismanage your time outside the workplace, the negative results often follow you onto the job (e.g. issues that have not been handled at home are on your mind during your workday or you end up spending work time dealing with personal issues).

Instructor Note 11-4: Use PowerPoint 11.3 – Positive Results of Time Management, to assist in your discussion of why effective time management is crucial in the service environment. Add specific examples of your own, or elicit student examples.

Four Positive Results of Effective Time Management
Basically, there are four major positive results that can come from effective time management in the workplace:

1. Elevated productivity through a more efficient approach to accomplishing tasks


and dealing with customers.

2. Reduced stress levels that can benefit you personally, but can also make life


easier for those around you since you will likely project a more calm approach to 


dealing with issues.

3. Increased self-satisfaction can occur when you feel confident in your ability to get the job done professionally and in a more competent manner. Also, you are able to accomplish more when you are better organized.

4. Improved quality of life since good time management habits on the job can 


expedite the accomplishments of tasks and reduce the amount of overtime or extra 


hours “catching up.” This is time you can spend doing the things you enjoy in life 


either on or off the job. 

Instructor Note 11-5: Have students complete Worksheet 11.1 - Time Management Self-Assessment (http://www.mhhe.com/lucas05)  before going further in this chapter. Stress that the purpose is to raise awareness of how they currently deal with situations that affect the amount of time they have available in the workplace. Explain that the questions involve strategies that effective time managers use to stay focused and save time. Based on results, each student should focus on areas of the chapter dealing with lower scored questions (e.g. a score of 3 or more). You might also suggest that they might want to periodically retake the survey in the future to see if their scores improve.

Customer service is a very rewarding but stressful profession. Like most professions, with all the additional tasks and responsibilities that the average service provider has in his or her life, there are often not enough hours in a day to effectively balance work with personal life. Additionally, dealing with internal and external customers can be trying, to say the least. Many customers are a joy to work with while others come to you with unrealistic expectations. Even so, it is your job to smile, act professionally, and make a valiant effort to assist all of them to the best of your ability. Sometimes you are successful, sometimes, you are not. Whatever the outcome, a key factor often influencing your actions (and inactions in some instances) is time. The amount of time you have and the amount you do not have are serious influences on your actions. In a workplace that has downsized, restructured, merged, and made all kinds of other adjustments, there never seem to be enough people or hours to get everything done. Couple all this with the reality that, in many cases, your customers are just as stressed and rushed as you are and you have a formula for possible service breakdown. This potentially volatile combination can often lead to confrontation and customer dissatisfaction if you are not careful and cannot manage your time effectively. All of this leads to why your ability to manage time and tasks effectively is so crucial. If you can learn systems that will help you learn the skill of time management, you can squeeze out precious minutes throughout the day. Ultimately, this can lead to more fulfilling workplace experiences, satisfied customers, and your self-satisfaction.

WHERE DOES TIME GO?

As you saw from the opening quote for this chapter, there is never seems to be enough time to get everything done that you have to do. As the workplace gets more chaotic and your responsibilities grow, you need all the tools you can get to better gain control of your time and become more productive. Each day seems to get shorter from the standpoint of having time to accomplish your personal and professional goals and assignments. 

Time Reality

The reality is that everyone has the same amount of time each day (86,400 seconds, 1,440 minutes, or 24 hours). Some people use their time more efficiently than others do. Depending on the type of work and family environments in which you find yourself, there may be opportunities for increased stress because of your ability to access and use time effectively. For example, if you work in production areas (e.g. sales, telemarketing, or call centers) where you are held accountable for production rates, have timed standards for productivity, or work at a hectic pace, time can seem like your enemy. Another example might occur in an environment where there are high levels of stress created due to an inadequate number of employees handling the workload and customers, or stressful activities (e.g. a collections, customer service, or consumer affairs department where people come to complain or get resolution to a variety of situations). These environments can create a situation where employees have to work extended amounts of overtime or on weekends in order to meet established goals or standards. The result is often that people have little time to think before they speak, or they react without thinking of possible results. These situations are examples of why a good system for time management and effective time management strategies can come in handy. Even if you can squeeze out a few minutes here and there, those precious minutes can be very helpful in allowing you to more effectively serve your customers or accomplish other tasks.

Time Perception

Notice that in each of the “slow” situations, time tends to pass more slowly when the mind is not actively engaged or proactively performing and being stimulated. When time goes quickly, the mind is usually involved in some sort of mental activity. The message here is that you should work to engage your customers in order to prevent them from becoming preoccupied with time. When people have “time on their hands,” the mind gets busy doing other things. In a customer situation, what often happens is that the customer’s mind starts focusing on the fact that it is bored or that it’s taking you a lot of time to serve them. Additionally, an unusual thing starts happening in such situations, the mind actually starts speeding up the customer’s internal clock. Ten seconds can seem like minute. If you don’t believe this, try an experiment. The next time you have to call a service provider that typically requires you to wait on hold before speaking with someone (e.g. a technical support line, bank or retail customer service, doctor’s office, or customer service line for an organization), get a stopwatch, and then telephone a service provider. Once you call the organization and you get an answer, start the stopwatch. Do this as soon as the last recorded message starts telling you approximate wait times or playing music/announcements, or as soon as you are put on hold by a person and begin waiting for another person to come back on the line. Without looking at the stopwatch, mentally track time until someone answers. When they do, stop the watch, but don’t look at it. Have a pencil ready and jot down how long you thought it took. Now look at the stopwatch. If you are like most people, you will overestimate the length and perceive it taking longer than it actually did. This is usually the result of boredom. This phenomenon is one of the reasons that organizations put music or announcements on the telephone hold function. They are engaging the customer’s mind and distracting them. Some even play intermittent messages saying, “Your approximate wait time is....” Many times, if you look at a watch when you hear this, you will find that it often takes much longer than the message indicates. In such cases, the organization is hoping that, psychologically, your mind will hear such messages and not think that it took as long as it actually did.

Refer to examples in the text and discuss how a person’s perception of time is often different from the reality of time. This is why it is crucial to be efficient in the use of time when serving customers.

· Slow time passage (examples)

Being on telephone hold (no music or announcements)

In dentist’s chair

In doctor’s office waiting room

In a slow-moving bank line

Waiting for popcorn to pop at a movie theater
· Fast time passage (examples)

On a rollercoaster or amusement ride

At an enjoyable lunch meeting (e.g. with a vendor who is also a friend)

Taking an examination (e.g. driver’s license)


Speaking with a service provider who bills by the hour (e.g. lawyer, 


consultant, plumber, electrician)

Instructor Note 11-6: Divide students into groups of equal size and have them spend approximately 14-20 minutes discussing the following questions. Once they have answered the questions, have them brainstorm strategies for reducing the “eternal hold” syndrome for customers:

Have students think of a time when they were placed on “eternal hold” (3 minutes or longer) when they called a service provider. 

How were they feeling when someone finally answered the phone? 

How did the wait affect the way they responded to the service provider? 

How receptive were they at that point? 

Instructor Note 11-7: Have each student group complete Work It Out 11.1 - Time Passages. Give them approximately five minutes; then have a spokesperson for each group share his/her group results with the rest of the students. As a class, discuss the concept of “time passages” that they have read about in context of what they can do in the workplace to reduce the feeling of “lost time” by customers.

PRIORITIZING YOUR TIME

Identifying and prioritizing your life is an important skill. The earlier you learn how do so in life, the more time you can gain throughout each day. Planning events, activities, and tasks on a yearly, monthly, weekly and daily basis can be rewarding from the standpoint of allowing you to be more proactive in preparing to deal with situations. Such planning can also reduce your need to be a crisis manager. Such planning is important on and off the job. The reason is that if you do not manage your personal life well, you may carry over the stress you feel or the need to work on personal issues into the workplace. This is not only inefficient; it is also unfair to your employer, peers, and customers.

After you have scheduled key events and tasks using some type of scheduling system (e.g. time management software, written planning system/calendar, or electronic scheduling device that can download information into your computer) take the time to review this information regularly to avoid forgetting something. 

One way to assist yourself in better managing events, rather than having them manage you, is to daily create a list of planned activities and assign a value to each based on importance. The key is to be consistent and perform this prioritization each day. Some people make this planning the last activity of their workday. They regularly sit down and make a list of things they will do the next day. That way, when they arrive in the morning, they are ready to begin rather than spending time preparing. 

Guidelines for Setting Priorities

Instructor Note 11-7 Use PowerPoint 11.5 – Guidelines for Setting Priorities to provide an overview of the importance of having and using a system of task prioritization.

Three guiding standards that can help in determining what priority to assign a task can be used in deciding what tasks to do first. These can assist you in creating a realistic and achievable list of daily tasks. As you learned when you read about goal setting in other chapters, your priorities must be attainable. Use the following standards to guide your list development:

· Judgment


Each person is their own best judge of what they can attain in any given day. 


They know your strengths and what has to be done. When selecting priorities, 


service providers should keep in mind that the ones having the most impact on 

customers and others should be given serious high placement on their list. On the other hand, do not put so many priorities on a daily list that they will not be met, otherwise they might become discouraged and give up. In cases where service providers find themselves with more high level priorities than time, they may need to go to their boss or peers and ask for help. Many times, simply asking helps further develop your relationship with others. They feel respected and trusted by your gesture, as long as it doesn’t appear to be “dumping” of tasks the service provider did not want to do onto them. Also, other resources that can be used to accomplish tasks (e.g. technology, outside vendors, and your customers) is helpful.

· Relativity

Assigning of priorities is a matter of relativity. Some tasks and projects will obviously be rated higher than others will. Service providers should be guided by the question, “What is the best use of my time?” 

Many people fill their daily schedule with frivolous or easy tasks and those that they like to do. This often gives them a hollow feeling of accomplishment since they may get a lot done and enjoy doing it, but do not add a lot of value to customer service or the organizational goals. Keeping in mind that when setting priorities the number one focus should be customers and activities that support them is crucial.

· Timing


Reality and deadlines have a way of dictating priorities. An additional factor is the 


starting time of a project or task. Adequate time must be given to finish once a 


task is started. If this is not possible, reprioritization or seeking assistance may be 


helpful.

Prioritizing System

Instructor Note 11-8: Use PowerPoint 11.6 – Prioritizing System to show the three categories of priorities used for assigning priority to items or tasks.

To set up your own priority system, list all your pending activities, then group them based on importance level or priority. How you assign value to a task is not as important as long as you use the same format each day. Many people use an A, B, C system, while others use#1, #2, and #3 formats. Here are suggested criteria for assignment:

· Priority “A” – Must do/Critical Items

These are things that must be done because of management directives, local, state, 

or federal regulations, importance to customers/clients, significant deadlines, or 


opportunities they provide for your success or advancement (e.g. state tax reports, 


actions requested by a customer, application for a position in the organization 


with a specific cutoff date for submission).

· Priority “B” – Should do

Items in this category are of “medium” value. While they may contribute to customer satisfaction and improved performance, they are not essential or do not have critical deadlines (e.g. mailing an unsolicited information kit to a customer about a new product, washing the windows in a fast food restaurant during the day, or developing a proposal for changing an existing system or process).

· Priority “C” – Nice to do

This is the lowest value category and includes tasks that are not a direct link to customer satisfaction. They may even be fun or interesting, but could be omitted or left undone. Postponing or scheduling such priorities until a slower time period will likely have little or no impact on customer service -- positively or negatively (e.g. meeting with team members to brainstorm ideas for a more efficient layout of cubicles, decorating work areas for an upcoming holiday, cleaning out old e-mail files, or neatly lining up the products on a shelf).

Instructor Note 11-9:

As part of your discussion of priorities with students, elicit responses to the following questions:

Do you have a favorite thing that you enjoy doing each day or week on the job (or elsewhere if you are not currently in a customer service position)? 

Does the time you spend on these things take away from the time to do other things that you should be working on? 

How does such behavior affect your ability to effectively serve customers?

To emphasize how the priority system works, on three separate flip chart pages or writing surfaces (one for each letter), draw a large A, B, and C in the middle of the pages or spaced on a board surface. Next divide students into equal sized groups and give them ten minutes to brainstorm a list of common customer service-related tasks that are performed in most organizations during any given day (e.g. answering the telephone, filing, greeting customers pleasantly, and processing requests for customers). Have them list these on sheets of flip chart paper, or if no flip charts are present for them to use, on regular note paper. Finally, as a class, go through and prioritize their responses. If they used flip chart paper, post the pages for review. If they wrote them on notepaper, have them call out their responses while you or someone else lists them on a dry erase/chalkboard or flip chart page.

SAVING TIME WHILE YOUR SERVE

In addition to prioritizing, there are many other factors and strategies to consider that can save time and result in a better quality of customer service.  As part of your planning and prioritizing, a key to effective service is to allocate enough time to handle customer issues. Obviously, you get better at doing this and estimating how much time you need for various situations with experience. Until then, you can talk to other experienced service professionals, your boss, and your customers to determine expectations on how long a task should normally take. Also, observe other service providers as they serve you. Make mental notes of the efficient and effective things you hear and see and avoid those things that you perceive as ineffective time management techniques.

Finally, be prepared to serve by the having information and materials you need available (e.g. know policies and procedures and products and services offered, forms, and a pencil/pen) so that you do not have to search for something. Failure to be ready to serve wastes your time and that of your customers. 

In addition to the tips you just read, there are some specific things you can do in various situations to provide service while managing time effectively. As you read through the following sections think of how you might apply the techniques described and what other ones you might use.

Time Management in Face-to-Face Situations
Instructor Note 11-10: Use PowerPoint 11.7 – Time Management Face-to-Face to overview three situations in which service providers should use effective time management techniques to gain control of time. In each service situation discussed, elicit additional techniques from students and offer any that you might have.

Time is an important element in a service provider’s daily life. Whether you deal with complaint handling, counter service (e.g. fast food, post office, bank, or grocery cashier), sales (e.g. car dealership, insurance, electronics store, or department store), or are in any other type of position where your job is to sell or assist customers after a sale, time management comes into play. All the interpersonal communication skills outlined in this text will be crucial in the delivery of professional service. By building effective relationships you can more likely assure that interactions between customers and others in the workplace will be positive, and thus reduce the need for conflict resolution efforts and spending time in dealing with such situations.
Some specific techniques that can save time, and that you may want to consider are:

· Recognize the value of a customer’s time and show a service orientation


Nonverbally recognize the customer’s presence by smile and gesture with an 


index finger to indicate a minute or so before they will be served.

· Get the customer busy


If you need to do other things or wait on other customers, try to get a waiting 


customer actively involved in doing some task. For example, if a customer will 


ultimately need to fill out a form (e.g. a new patient in a doctor’s or dentist’s 


office, someone returning or exchanging a product at customer service, or an 


applicant for a job or some type of license), give her a pen and form and let her 


get started while you serve another customer. This accomplishes something she 


would have to do ultimately and occupies her while you handle another customer. 


It also saves you having to wait later as the customer fills out a form even though 


you are free to provide service.

· Give them something to read

Depending on the situation and the type of organization you work for, there might be new product informational brochures or other items you can give the customer to read while he waits. This not only occupies his mind, but may answer questions he has and can save you time answering questions later.

· Have them “take a number”


Many organizations with high customer walk-up traffic volume (e.g. fast food 


establishments, discount product organizations, division of motor vehicles, and 


utilities companies) use tear-off number dispensers to alert customers when it is 


his or her turn to be served. These ticket systems are also helpful during peak 


sales and service seasons (e.g. back to school, Christmas, Thanksgiving, and 


going out-of-business or clearance sales). Such systems were designed to 


psychologically let customers know where they are in the line for service, keep 


customers moving, and save service providers the unpleasant tasks of having to 


deal with angry customers who feel that it is their turn for service. This latter 


situation is not only stressful, but wastes the time of a service provider.


Taking a number also gives customers something to mentally stimulate them 


(unless service is really slow and it takes an excessive amount of time to get to 


their number). By taking a number, they now have something to do -- watch the 


numbers of those in front go down until their turn arrives. 



If your organization has such a system, ensure that you are alert to people 


entering. Doing this allows you to notify such customers to take a number for 


better service and to later prevent confusion over whose turn it is for service. 


Also, when using such a system, be careful be cautious not to fall into the practice 


of only thinking of your customers as “numbers.” Instead of shouting out 


“Number ____,” a more appropriate approach would be to say something like, 


“May I help number____?” Then, as the person approaches, try to make eye 


contact, smile, and greet them with “Good morning/afternoon, how may I assist 


you?”
 

Time Management on the Run

Many people say, “There just aren’t enough hours in the day.”  This is especially true if your job involves traveling to a customer site or if you work at or travel between remote locations (e.g. branch offices). Transit time can take excessive parts of your day. In such situations it is important to recognize how to best use your time. The following are a few tips:

Instructor Note 11-11: Use PowerPoint 11.8 - Time Management on the Run to overview effective time management techniques that can be delivering effective service when you travel. Elicit additional techniques from students and offer any that you might have.

· Prepare in advance

Ensure that you schedule your appointments far enough in advance to allow for 

last-minute emergencies. Gather materials and information you will need well before the scheduled time/date. Waiting until the last minute could be trouble, especially if something you need is not immediately available or accessible.

· Plan visits during non-rush hour traffic

If possible, schedule client or customer visits when traffic is not snarled and 


transit times can be reduced. More often than not when you drive to other 


locations, something will slow you down (e.g. malfunctioning traffic lights, 

unanticipated detours, accidents, trains, vehicle breakdowns, and other drivers). You 

can grumble and accept lost productivity time or you can plan ahead and be prepared 

by having alternative routes in mind and ensure that your vehicle is well 


maintained. Additionally, you can use the last tip in this section --- listen to 


audiotapes to maximize your delay time.

· Group appointments

Selectively setting up appointments in the same geographic area can save you and 


your customers some time, effort, and frustration while reducing the number of 


miles you have to travel. Grouping also applies to those meetings where 


customers, clients, or vendors come to you. In scheduling meeting times for one 


general period of a day, you can potentially get all your meetings done in a set 


time frame, then later focus on other customer-related activities without 


interruption.

· Confirm your appointments
Take the time to e-mail or call your customer/client before leaving for the appointment. This precludes unnecessary trips in the event that there is a change of plans and you do not get notified, or someone forgot to put it on his or her calendar. Your time, and the customer’s, is precious; treat it as such.

· Listen to audiotapes

Travel time is a great opportunity to catch up on the latest “books on tape” that 


have the business books that you never seem to have time to read. You can also 


listen to taped notes from customers or meetings. You can also record information 
about various regular clients (ones you see or speak with periodically) and play 


them back to yourself on you way to appointments with the client(s) (e.g. past 


products or service used, organizational facts and statistics, names of key people 


in the organization or whatever else would be helpful).

Instructor Note 11-12: Elicit and briefly discuss other tips that students have seen, heard of or used for maximizing time wait times in service situations.
Time Management and Technology

As discussed in Chapter 9 on technology, there is much to consider in a workplace full of 

changing technology. As a result of the introduction of new technology, service providers may face challenges related to knowing how to use all the technical tools available to help you better serve your customers. They may also have to struggle just to keep up with all the changes and upgrades. This latter fact is one of the big time wasters facing many organizations and service providers. The technology is needed to stay competitive, but it takes valuable time to install and maintain the equipment and software and to train employees to effectively use it.

Instructor Note 11-13: Spend a few minutes gathering student examples of technology that has actually improved efficiency in the workplace. Some possible responses are computers/software (after initial installation and training), facsimile machines, copiers (that can staple and collate), scanners, voice-mail systems, laminating machines, and electronic staplers. 

· Telephone Management

In addition to all the interpersonal skills in Chapters 3-5 and basic guidelines for 

use on the telephone that were covered in Chapter 9, effective time management 

over the phone takes a bit of planning and skill.  The following are additional 

strategies for increasing effectiveness and better managing your time when using 

the telephone. 

Instructor Note 11-14: Use PowerPoint 11.9 - Telephone Management, to overview effective time management techniques that can be applied while delivering service via the telephone. Elicit additional techniques from students and offer any that you might have.
· Establish Objectives


If you are in sales, this might be total number of sales per hour or gross or 


net sales volume. If you work in an outbound call center that sets up 


appointments or qualifies credit prospects, you might also have a set 


number to attain. Representatives handling inbound customer service calls 


might have time limits per call. Whatever measure the organization or you 


use, it should be decided before you start making calls. If you are simply 

calling a customer or vendor or returning a call, you should have a clear goal in mind related to your reason for calling and what you want to get from the call. 

· Prepare for the call



Make a list of topics you wish to address with the other person before you 



Call is helpful. This involves knowing to whom you want to speak and 



having a clear understanding of the reason for your call. Further, have any 



support materials (e.g. letters, files, materials, or statistics) right by the 



phone for easy access during the conversation. If you have specific 



questions you need answered, write them down and leave space on the 



page for their responses. Also, put your questions or comments in the 



order of importance to you in the event your conversation is cut short. In 



that case, you get the most crucial information from your customer or call 



recipient. Generally, if you are making a formal sales call, you may even 



have a structured script that you use with each customer. By having such 



things written down, you are less likely to forget to ask a question, give 



information, or fail to meet your objectives.

· Screen your call recipient

If you are placing a call, as soon as someone answers the telephone, unless he or she gives a name automatically. Do not assume you have the correct party on the telephone and immediately start talking or selling. You are wasting time (yours and the person on the telephone) if it is the wrong person. This is especially important if you are doing a business-to-business call where you telephone another company to get or give information, or to resolve a complaint you have with the other company. If you do not briefly define your issue and then ask whom you should speak with, you may spend valuable time explaining everything to a person, only to have them say, “I’m sorry, you’ll need to speak to....” or transfer you and have you repeat the conversation to another person. 

If you are primarily receive customer calls as part of your job use a telephone technique that is efficient and customer-focused. For example, get the name of the person and other pertinent information you will need to answer his or her questions, access customer records, and move the call along early in the conversation. However, try not to sound impersonal. It is best to get account information after you greet your caller. Keep in mind what you have learned about personalizing a call by using a salutation (e.g. “Good morning/afternoon”), giving your organization and your name, then offering to assist. Many providers use a somewhat impersonal greeting that can sound mechanical and uncaring to a customer (e.g. “ABC Company, can I have your account number?”). This totally ignores the customer as a person and can say “I only care about getting through this call as quickly as possible.” In many organizations, you may not have a choice on what greeting you use since you are held accountable for “talk time” or time spent on each call. If you do have flexibility, go for the personalization. It can pay off by avoiding upset customer situations that take time to resolve. 

· Measure your activity

This can be accomplished with periodic standards or reports to determine how well you are doing at meeting your objectives. Most call centers track such activity with computer database software.

· Keep the customer informed



Come back on the telephone line every 20-30 seconds if you have placed 



someone on hold to let him or her know you are still working on an issue. 



Possibly offer to call them back if they would like. 
This latter approach 



saves the customer time and keeps you from having to continually come 



back on the line to update them.

· Be efficient and service-oriented

Avoid transferring customers on the telephone numerous times to different people. Use the standards of your organization related to transfers. If none exist, use two transfers as your maximum number before you personally assume responsibility for a call and handle a customer situation. Transferring a customer more than twice is not efficient and frustrates the customer while sending an unprofessional message about the organization and its employees.
Instructor Note 11-15: Ask the following questions and get a quick show of hands from those to whom the questions apply.
How many of you have you called a customer or someone with the intention of asking certain questions or getting specific information only to hang up and realize that you failed to get everything accomplished that you intended?

How did you feel?  

Did you call back for the missed information?

Point out that many people do not in such situations. They do not feel it is important enough, want to disturb the person again, or want to look foolish.

· Voice-mail time management

Voice-mail systems and telephone answering machines were developed to increase efficiency by helping callers and call recipients save time. Unfortunately, due to abuses on both sides, many people detest these inventions. This is really a shame, because, when used properly, they really are effective. Not only do they help organizations reduce staff costs and save time by using technology for simple information collection and dissemination, but also they assist service providers by gathering valuable customer information that allows the provider to research issues and return calls and better assist customers. 

The abuse part comes when call service providers decide to send all of their calls to voice-mail even though they are sitting at their desks working by the telephone. The systems were not designed to replace you or take all your calls. You may have legitimate reasons to let the machine answer your calls even though you are at your workstation (e.g. you are in a meeting with a customer or discussing some business-related issue with a co-worker; you are working on a project with a tight deadline, or you are preparing for an upcoming meeting or other function); however, these systems should be a backup not a replacement for you.

Callers also abuse the systems by either hanging up when they realize they have 

reached a machine, or they leave inadequate information to be of value to the 

recipient. At a minimum, when you call someone and reach a recording system 

you should leave your name, time/date of the call, phone number (including area 

code if you are in a different call zone), and a BRIEF message. If you fail to leave 

a message you waste your time in calling and have to recall, plus, the service

provider cannot return your call or help you.

These systems were not designed to allow you to deliver a sales presentation to a potential customer. In some cases, the memory or tape length for recording messages is limited. If you leave long drawn out messages, you could irritate and offend your recipient by tying up all the recording space with your one message. In that case you may never hear from them, or if they do call, you may receive a very terse response.


Refer to Chapter 9 for specific information on leaving messages on voice-mail 


and setting up your own outgoing message for maximum efficiency.

Instructor Note 11-16  Emphasize the value of effective voice-mail usage and ask students:

What mistakes have you seen service providers make related to the use of voice mail? How can you learn from their errors and improve your own performance when using voice mail to leave a message or create outgoing messages?
· E-mail efficiency

Instructor Note 11-17: Divide students into equal sized groups and have students complete Work It Out 12.2 - Eliminating Time Wasters. You can either have them work individually and then lead a discussion to collect responses on a flip chart or board, or have them work as groups and then review their results. 

Next, assign each group several of the time wasters identified and give them 15 minutes, using Worksheet 11.2 - Eliminating Time Wasters (http://www.mhhe.com/lucas05),

to develop a list of strategies for reducing or eliminating their assigned time wasters. 

You can then either have them list their ideas on a flip chart page or have them call out their solutions and write them down yourself. 

Spend some time as a class discussing the advantages and disadvantages of each proposed strategy

STRATEGIES FOR RECLAIMING TIME

Instructor Note 11-18: Use PowerPoint 11.10 – Criteria for Time Usage to discuss the three criteria that can be used to examine time usage.

Before you can reclaim some of the time that is typically wasted during the day, you must evaluate how you use time. After you have identified actual time spent on events, you can then begin evaluating how well your time has been utilized. To accomplish this evaluation, use copies of Figure 11.1 -Time Record Sheet to track your daily activities for a week. Once you have done so, examine your time usage based on the following three criteria: 

· Necessity



Scrutinize each activity to be sure that it is necessary and contributes in 



some way to better customer service. As you read earlier, it is possible to 



employ things past their usefulness (e.g. monthly reports -- because they 



have always been done in a certain manner or format). If the activities you 



perform serve a useful and viable purpose, then continue doing them, just 



look to streamline and make them as efficient as possible (e.g. grouping 



meetings, developing a form letter for regularly occurring events, or 



automating a process or file and otherwise using some of the technology 



identified in Chapter 9). Doing this type of self-evaluation will assist in 



reducing your tasks to only those that are essential.

· Appropriateness


Once essential functions are identified, determine who should be doing 


them (e.g. what person or department) and adjust your workload as 


necessary and possible. Sometimes, this could be done by simply going to 


a peer and agreeing to switch duties (with team leader or supervisory 

approval). In other instances you might want to write up a formal 


recommendation to your supervisor requesting your job description be 


changed and listing the reasons that such a change is warranted.

· Efficiency



The third criteria in examining your tasks is to look at how efficient you



are currently performing. If you feel that things are going well, step back 



and look again – objectively. Ask yourself, “Is there a better way of doing 



this (whatever the task is)? You may even want to ask some of your peers 



for input. Your goal should be continual improvement in an effort to carve 



out more saved time during your day.



Refer students to Figure 11-1, Time Record Sheet again, and discuss its 



potential use and value in identifying where they spend their time. Once 



they do this, they can begin to develop strategies for prioritizing and 



reclaiming time during the day.

CHAPTER SUMMARY

Instructor Note 11-19: Spend a few minutes to review the key aspects of the chapter. Review the objectives in doing so and use a question and answer format to determine what students learned.

As you know from experience, and have read in this chapter, time management is a valuable skill to acquire and use. With so many things to do each day, it seems that our lives are continuing to become more chaotic and less productive. This is where using the skills outlined in this chapter can help. By becoming more aware of your time usage through use of the Personal Time Record Sheet, developing a prioritization system and using it regularly, recognizing the importance of good time usage strategies in face-to-face, over the telephone and when using other technology, and then working to use the techniques outlined in the chapter, you regain and control more of your time. To be successful, you must continually search for ways to improve efficiency in your work area, master the technology you have available to deliver customer service, and enhance the systems you use to gather and deliver information to others in a variety of settings. 

SERVICE IN ACTION – AMERICAN EXPRESS COMPANY

Instructor Note 11-20:

The American Express company has build a long-term international reputation for quality service. Talk about this reputation and the roll that their call centers and other technology have played in their success. Also tie into the various marketing strategies and services provided (e.g. travel, financial planning, credit cards, traveler’s checks and others) that are provided in various formats and through various delivery systems to help save card members time. You may want to research the company further on the Internet and bring in additional information.

KEY TERMS AND CONCEPTS

Instructor Note 11-21:

Use the key terms and concepts at the end of the chapter as a review vehicle, if desired. This might be in the form of a verbal quiz in which you ask students randomly to define the terms or describe the concepts.

CHAPTER REVIEW QUESTIONS

Instructor Note 11-22: Have students individually answer the Chapter Review questions, then review their answers as a group.
Possible responses to Chapter Review questions:

1.
What are some reasons for needing to practice good time management?

Customer service is a very rewarding but stressful profession. With all the additional tasks and responsibilities that the average person has in his or her life, there are often not enough hours in a day to effectively balance work with personal life. Additionally, dealing with the public can be trying, to say the least. Many customers are a joy to work with while others come to you with unrealistic expectations. Even so, it is your job to smile, act professionally, and make a valiant effort to assist all of them to the best of your ability. Sometimes you are successful, sometimes, you are not. Whatever the outcome, a key factor often influencing your actions (and inactions in some instances) is time --- the amount you have and the amount you do not have. Couple all this with the reality that, in many cases, your customers are just as stressed and rushed as you are. This potentially volatile combination can often lead to confrontation and customer dissatisfaction. All of this leads to the answer of why your ability to manage time and tasks effectively is so crucial.

2.
What are four major positive results of good time management in the 


workplace?

Elevated productivity


Reduced stress levels


Increased self-satisfaction 


Improved quality of life  

3.
What are three standards for prioritizing activities? 

Judgment, relativity, and timing 

4.
What are the three priority levels for daily activities?

A, B, and C

5.
What can you do to save time while serving a customer?

Allocate enough time to handle customer situations, talk to and observe 

experienced service providers to determine ways to increase effectiveness and 

efficiency, be prepared to serve by having information and materials available.

6.
What are some time management techniques you can use in face-to-face 


service situations? Recognize the value of a customer’s time and show a 

service orientation, get the customer busy, give them something to read, and 

have them take a number.

7.
How can you increase time efficiency when providing service “on the run?”
Prepare in advance, plan visits during non-rush hour traffic, group appointments, confirm your appointments, and listen to audiotapes.

8.
What telephone time management techniques can assist in providing better service? Establish call objectives, prepare for the call, screen your call recipients, measure your activity, keep your customer informed, and be efficient and service-oriented.

9.
What techniques for voice-mail usage can help save time?

Use voice-mail systems as a backup, when necessary. When calling leave you name, date/time of your call, phone number and brief message.

10.
How can e-mail be used effectively to add to, not detract from available time?

Follow e-mail etiquette to avoid misunderstandings and wasted time and check messages only at scheduled times.

11.
What are three criteria for measuring time usage and reclaiming time?

Necessity, appropriateness, and efficiency

SEARCH IT OUT

Instructor Note 11-23: Have students select and complete one of the options in the Search It Out activity as an out-of-class assignment. Tell them they should be ready to present their findings at the next scheduled class meeting.

COLLABORATIVE LEARNING
Instructor Note 11-24: You can offer students the opportunity to work individually or in groups on the Collaborative Learning activity. 

First, have the entire class brainstorm potential service businesses for observation/study. Once they have developed a list, each person or team should choose a category for research (e.g. supermarkets,  call center support lines, banks, or whatever they prefer).

Explain to the students that their purpose is to determine the impact of waiting times on customers. 

After the two-week period has ended, review the activity by having students share their findings. As a class, discuss the implications of the research and how they can use the knowledge to provide better customer service.

FACE TO FACE


Instructor Note 11-25: Have students read the case study, then individually answer the questions at the end. Once they have finished (approximately 8-15 minutes) form equal sized groups and have them discuss their answers. After 20 minutes, bring the class together and have them share their responses.

Possible answers to Face to Face questions: 

1.
From a time management standpoint, what issues are you dealing with in this 


scenario? You have to perform standard call center representative duties; 


have responsibility for overseeing the training of employees; coordinate


the beta testing and vendors; are responsible for presenting updates to 


senior management; must respond to a dissatisfied customer (per the CEO); 


have performance appraisals to write; staff meetings to attend; are preparing


for college exams; want to submit a proposal for streamlining voice-mail 


response, and want to set up a new filing system.

2.       Based on what you read in the chapter, how would you prioritize the events you need    


to deal with related to your job?

A = 
Perform call center representative responsibilities



Oversee employee training, beta testing, and vendor coordination



Presentations to upper management



Respond to upset customers



Writing performance appraisals


B=
Attending staff meetings


C=
Preparation for exams



Developing a proposal for streamlining voice-mail response



Setting up a new filing system

3.
Why did you prioritize the events in question #2 as you did? The customer, 


organizational timetables and goals, or upper management drives all the 


items listed as “A” priorities.  The “B” item is nice to do, but not crucial 


(depending on the topics for discussion and whether management mandates 


it), and the “C” items will aid customer service, efficiency, and personal 


success, but are not crucial for success. The exams are a self-imposed goal 


and not directly related to immediate job performance.

PLANNING TO SERVE

Instructor Note 11-26:

Have students work individually or in groups to complete the Planning to Serve activity.
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