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SOCIAL MODEL
RECOVERY SYSTEMS

UNCOMPROMISING
SERVICE TO OTHERS

<The foundation upon which healing and recovery are bui\t>

Mike Schaub

Senior Director of Community Relations
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LEARNING OBJECTIVES

‘ What is Customer Service

a |[dentify the difference between internal and external customers

e Explore techniques for delivering uncompromising customer service

6 Examine the impact of unsatistfactory customer service

e Share technigues for helping customers with complaints

e |[dentity ways to communicate effectively and respecttully with customers

a Create strategies to change customer service culture
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PROGRAM AND SERVICES

DAY TREATMENT
RESIDENTIAL 2 OUTPATIENT

e River Community e River Community Covinao
e Mariposa e River Community Wellness Center
e Stepping Stones e Mid Valley Outpatient
e Omni Center e Pasadena Council on Alcoholism
e Royal Palms and Drug Dependence (AOD and
e Bimini FSP)
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PROGRAM AND SERVICES
EDUCATION COMMUNITY
& PREVENTION BASED HOUSING
e United Coalition East e Sabina
Prevention Project e OMmni
(UCEPP) e Cypress
e Refresh Spot e Paseo
e Boyle Heights
e Education and Training




< Happiness >

ENDORPHINS & HUMOR
Laugh Your Way to Happiness




ENDORPHINS
& HUMOR

“I treat my plants like | treat my customers—
with plenty of care and respect.”




ALL 1
REALLY WANT
IS 600D
CUSTOMER
SERVICE!

ENDORPHINS




RANCH
SUPPLIES

CUSTOMER SERVICE

ENDORPHINS :.
& HUMOR PUT YOURSELF IN

YOUR CUSTOMERS'
13

“I'm feeling really uncomfortable in some
of our customers’ shoes!”




[ Miss The Old Days,
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ENDORPHINS & HUMOR

I'm not addicted to cocaine. | just
like the way it smells.

— Kichard Pryor, —
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WHAT IS CUSTOMER
SERVICE?

All Intferactions between a customer and a service

orovider at the time of delivery of service and
thereatfter.

The provisions of service to customers before, during
and affer a purchase.
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p The action of helping or doing work for
someone; an act of helptul activity or aid

15




OOOOOOOOOO
YYYYY

CUSTOMER

» Who are the recipients of our servicese
» Who do we servee
» Who are our stakeholderse
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UNCOMPROMISING
CUSTOMER SERVICE

p Being adamant, dedicated to please, and
stubbornly unylelding about providing an
experience and level of assistance that is
rarely, It ever experienced anywhere else.
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SIX BASIC NEEDS
OF CUSTOMER
SERVICE

Excellent customer service Is d
oowerful tool that can significantly
Impact the treatment outcomes
and overall experiences of those

seeking help.
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INFORMATION

“Tell me — show me everything!”

Customers need to be informed
and educated about our services
and they don't want us to leave

anything out!
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FAIRNESS

We all have a need o be
freated fairly. Customers get
very annoyed when they are
subject to class distinctions. No
one wants to be treated as it
they fall info a certain category.
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OPTIONS &
ALTERNATIVES

Customers need to feel that
other avenues are available
fo getting what they want
accomplished. They depend
on us to be “in the know” and
orovide them with the "inside
SCOoop’.
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FRIENDLINESS

The most basic of all customer needs usually associated
with being greeted graciously and with warmth and
sincerity.
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UNDERSTANDING & EMPATHY

Customers need to feel like we understand and appreciate
thelr circumstances without being judged or crificized.




SOCIAL MODEL ( : T
RECOVERY SYSTEMS O N R O L

Customers need to feel like they have
an impact on the way things furn out.
Our abllity to meet this need comes
from our own willingness to say “yes”
much more than “no”. Customers
don’t care about policies or rules;
they want to deal with us and all of
our reasonapleness.
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EXCEPTIONAL COMMUNICATION
& UNCOMPROMISING CUSTOMER

SUPPORT

The Door Knob
Have a "Thank God it's Monday” attitfude!

Prepare yourself for exceptiondl
communication to build rapport and

create trust

Give effective praise and genuine
sincerity that generates motivation and
enfthusiasm




SOCIAL MODEL
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We believe that everyone contributes to
providing a safe and nurtfuring environment;
we freat each other with consistency,
oredictablility, and respect.

.
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CORE
BELIEF #2

Everyone Is expected
fo role model healthy
behaviors.
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EXCEPTIONAL

CUSTOMER
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Quotation

“Some people can consistently find the
dark side of a rainbow and stare at it
until they see no color at all!”

-Mike Schaub




hat | want us to consider
oes it mean to be a human being.
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THROUGH IT




% FEELING LOVED...
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SERVICES & SMILES
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 SOCIALMODEL How do we feel when we recelve
EXCEPTIONAL
customer servicee

> Blessed = Cdal
= Special > Loyal - h:pr::rianf
» Loved > Happy » Validated
» Pleasant > Giving oo

= Awesome

> Energetic = Unique
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» Honest = Decisive

> Enthusiastic > Energetic

= Confident = Open-minded

» Punciual = Courageous
UNCOMPROMISING il - Valuabe

= Committed » Focused

w = Attentive > Respectiful
w = VEISCIIE ~ Big thinker

= Efficient » Maintains good habits

» Logical » Possesses good

» Disciplined standards

» Keeps a sense of » Has positive mindset
humor = Accountable

= Patient » Flexible
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https://docs.google.com/file/d/1v9Zl_P0F0g1z0oZAOey9rs3TduCCi8b6/preview



https://docs.google.com/file/d/18BrWQNidnUYgkBHs2K0G7nC8dCp55I4Y/preview



https://docs.google.com/file/d/1oQLZda_Q2ALDxom54cxTgDUZ9Wvqm8WD/preview

OOOOOOOOOO

UNCOMPROMISING
CUSTOMER SERVICE

Being adamant, dedicated 1o please,
and stubbornly unylelding about
oroviding an experience and level of
assistance that is rarely, Iif ever
experienced anywhere else.
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CINNAMON& HONEY
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Let it begin with me




THANK YOU!

Mike Schaub

Senior Director of Community
Relations
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FOLLOW OUR SOCIAL MEDIA PAGE

FFacebook Twitter-X Instagram
& Threads




