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Performance Research Associates : 101 Activities for Delivering Knock Your Socks Off Service (Knock Your 
Socks Off Series)  before purchasing it in order to gage whether or not it would be worth my time, and all praised 101 
Activities for Delivering Knock Your Socks Off Service (Knock Your Socks Off Series): 

3 of 3 people found the following review helpful. Great follow up to the "Knock Your Socks off Service" seriesBy 
Frankie W.This book is a perfect follow up to the other books in the series. I teach a workshop based on this series and 
this activiity guide has great tools for role playing with your audience. Well written and thorough.0 of 0 people found 
the following review helpful. Great BookBy Water-manThis is all common sense stuff. It puts it in front of you and 
MAKES you do something. Good buy.0 of 1 people found the following review helpful. Five StarsBy Frederick Cedar 
Facethanks

http://f3db.com/pub/links.php?id=B002FU5OAY


Today's customers are demanding service that is faster, better, and more personalized than ever before. How can 
organizations ensure that they are prepared to meet that challenge? The latest addition to the best-selling Knock Your 
Socks Off Service(R) series, 101 Activities for Delivering Knock Your Socks Off Service provides readers with the 
practical tools and cost-effective training required to help meet their customers' needs. Taking the unique position of 
seeing things from the customer's perspective, this collection of fun and enlightening exercises teaches customer 
service managers and employees valuable ways to help their organizations provide world-class service, and helps them 
create an action plan for improvement. Written in the same accessible and humorous style that made Delivering Knock 
Your Socks Off Service so popular, this companion guide covers such topics as: - how to say no - empathy vs. 
sympathy - service recovery - listening - email - telephone skills - customers from hell - winning words and soothing 
phrases - anticipating customer needs - building reliability - customer feedback - keeping a stress log - and more These 
simple but effective activities take only minutes, but deliver truly powerful, lasting results. 

From the Back Cover Taking exceptional care of the customers who keep you in business has never been more 
important. And now the team behind the best-selling Knock Your Socks Off Servicereg; series makes building 
outstanding customer service skills and attitudes both easy and fun with 101 Activities for Delivering Knock Your 
Socks Off Service. Inside yoursquo;ll find role-plays, word games, brainstorming exercises, secret shopping trips, and 
more to help your team learn by doing and sharing. Most of the activities take 30 minutes or lessmdash;quick enough 
to liven up any brown-bag lunch seminar or routine staff meeting. While working and laughing with your team, 
yoursquo;ll all get a chance to see things from the customerrsquo;s perspectivehellip;and create an action plan for 
service improvement. In the process yoursquo;ll quickly grasp core service principles and feel comfortable handling 
real-world service challenges such as: bull; Making only promises you can keep bull; Treating customers with 
empathy, not sympathy bull; Really listening to and learning from customer feedback bull; Knowing when itrsquo;s all 
right and pays off to say ldquo;Irsquo;m sorryrdquo; bull; Calming obnoxious customers and coping with on-the-job 
stress Giving you the practical tools you need to wow your customers, these simple but powerful activities will help all 
front-line service professionals deliver consistently excellent results. Praise for The Original Delivering Knock Your 
Socks Off Service: ldquo;Delivering Knock Your Socks Off Service is written in a witty, engaging style, and offers 
real tactics any service provider can use. Once yoursquo;ve read this book, pass it on to your employees.rdquo; mdash; 
Entrepreneur ldquo;Leave it to crafty Ron Zemke to find a niche that still needs filling. Yes, management books on 
customer service are indeed a glut on the market, but what about a book for the poor front-line grunts who actually 
have to serve those customers Enter Delivering Knock Your Socks Off Service.rdquo; mdash; Training ldquo;They 
attack the issue with missionary zeal and, instead of pronouncing the lsquo;thou shaltrsquo; type of commandments, 
offer practical how-to-fix-it advice and render outstanding service tips.rdquo; mdash; ALA Booklist Performance 
Research Associates, Inc., is a consulting firm specializing in creating a customer-driven culture. Carrying on the 
legacy of the late service legend Ron Zemke, PRA principals Ann Thomas and Jill Applegate are part of a team that 
has authored more than 40 books and thousands of articles, as well as developed numerous seminars and 
organizational assessment instruments. The firm works with companies of all sizes and sectors around the globe, and 
is headquartered in Minneapolis. About the Author Ann Thomas and Jill Applegate of Performance Research 
Associates, Inc. (Minneapolis, MN) carry on the legacy begun in 1972 by the late service legend, Ron Zemke. The 
firm consults with corporations and nonprofits of all sizes around the globe. Excerpt. copy; Reprinted by permission. 
All rights reserved. INTRODUCTION ABOUT THIS BOOK Over the years, as we've worked with thousands of 
customer-service professionals around the world, we have heard a common request. As people have read the book 
Delivering Knock Your Socks Off Service, or attended a workshop based on its concepts, they've wondered if any 
follow-up training activities existed that they could use with their service teams. What these customer-service leaders 
sought were short, impactful learning exercises to help build on or reinforce ideas found in the book or discussed in 
our workshops. We realized we would be remiss if we didn?t listen closely to our customers and try to meet their 
needs. Indeed, it would be tantamount to not walking our service talk. That is a big reason this book now rests in your 
hands. We hope, in fact, not to have simply met your needs with this collection of Knock Your Socks Off training 
exercises but to have exceeded your expectations. While the 101 activities included here serve as natural companion 
pieces to the book and workshops, they also are designed to be used in stand-alone fashion. Any customer-service 
team in virtually any industry can benefit from the exercises without prior exposure to the Knock Your Socks Off 
Service line of products. We created the activities with the demands of the busy customer-service function in mind. 
Whether you're serving customers in a vast call center, on the floor of a retail organization, or at the window of a 
financial institution, your plate runneth over with customer questions, problems, new products or services, or new 
technologies. We know there are days when you are fielding these questions, troubleshooting the problems, learning 
about the new products, or mastering the new technologies, and you barely have time to come up for air. That's why 
most of the activities in the book can be completed in 30 minutes or less. They are designed to be used as motivational 
sessions before your team starts its work shift, as part of brown-bag lunch seminars, during regular teambuilding 
sessions, or as short add-ons to existing customer-service training sessions. The activities will help you sustain your 



competitive service edge without the significant expense of additional training or seminars. The exercises come in a 
variety of formats and lengths, from brainstorming to role-plays to games to secret shopping trips. But underlying all is 
a common theme: an activity grounded in adult learning principles that stress learning by doing, have a focus on real-
world customer-service challenges, and ease the transfer of training back to the workplace. We believe adults learn 
best when they are fully engaged and participative, and when training is based not only on the instructor's or manager's 
expertise but also on the hard-won lessons and insights shared by frontline service professionals. Customer service is 
at once both one of the most demanding and one of the most rewarding jobs on the globe. It can make clear the 
difference between organizations that succeed and organizations that struggle, because the latter haven't yet learned 
one of the paramount rules of customer service: When customers truly feel you have their best interests at heart, they'll 
stick to your organization like Velcro? What you do is vital to your organization, now more than ever before. We hope 
you use these activities to continue building and honing the customerservice skills and attitudes that give your 
organization that all-important service edge, and that you share with your team a lot of fun and laughs in the process. 
Excerpted from 101 ACTIVITIES FOR DELIVERING KNOCK YOUR SOCKS OFF SERVICE by Performance 
Research Associates, with Ann Thomas and Jill Applegate. Copyright copy; nbsp;2009 Performance Research 
Associates. Published by AMACOM Books, a division of American Management Association, New York, NY. Used 
with permission. All rights reserved. http://www.amacombooks.org. 


