




































:





.

























































“



✓

✓

✓

✓

✓

✓

✓




	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 10
	Slide 11
	Slide 12
	Slide 14
	Slide 19
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 29
	Slide 30
	Slide 32
	Slide 33
	Slide 34
	Slide 35
	Slide 36
	Slide 38
	Slide 39
	Slide 40
	Slide 41
	Slide 42: Empathy: Good Practice
	Slide 43
	Slide 44
	Slide 45
	Slide 46
	Slide 47
	Slide 48: Do we have to agree with a customer to show empathy? 
	Slide 49
	Slide 50: Ask the Experts: Empathy Audit
	Slide 51: Ask the Experts: Empathy Audit
	Slide 52
	Slide 53
	Slide 54: If customers don’t feel heard or understood, they will often restate their issue throughout the contact. 
	Slide 55
	Slide 56
	Slide 57
	Slide 58
	Slide 59: …Let them know they matter, and you care.
	Slide 60
	Slide 61
	Slide 62

