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Customer Service and Conflict Resolution Participant Workbook
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In July-August 2018 the Virginia Department of Education Office of School Nutrition Programs (VDOE-SNP) developed a five-hour training workshop for Virginia cafeteria managers: Level Up: Raising the Bar in School Nutrition. The workshop was implemented in approximately 29 Virginia locations across all eight Superintendent’s regions. During the workshop, attendees rotated among four 60-minute interactive modules: 
1. Cafe-Classroom Connections: Increasing Participation through Education and Marketing,
2. Customer Service and Conflict Resolution,
3. Leadership and Team Building, and
4. Culinary Weights and Measures.
In addition, attendees participated in a 60-minute working lunch that included an overview of the Summer Food Service Program and mobile Food Buying Guide. By attending the workshop, managers earn the five hours of professional development required annually by the United States Department of Agriculture (USDA).
While the majority of Virginia school divisions and education centers are represented at the annual Summer Manager Workshop (SMW), some are unable to attend due to scheduling conflicts or travel restrictions. Additionally, the workshop is structured to support the Train the Trainer model, meaning managers receive resources for implementing similar trainings with their cafeteria staff. In an effort to enhance the SMW training program, VDOE-SNP produced the 2018 SMW Video Series as a pilot test to determine whether an online version of the workshop can expand reach and facilitate additional trainings for cafeteria staff at the site/division level. 
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Professional Standard Code(s): 4000-Communications and Marketing
Key Areas: 4130-Customer Service, 4140-Communication Skills
Hours of Instruction: 0.5 hour per key area (1 hour total)
A. Welcome/Introduction
B. Group discussion
a. Defining customer service
b. Comparing definitions of customer service
c. Your customers
d. Customer service expectations
e. Importance of customer service in school meal programs
C. PLEASE resource
D. Acronym activity
E. Conflict Resolution Tools resource
F. Dining with the Stars activity
G. Group discussion
a. Your role as a customer service provider
b. The role of expectations in customer service
c. Key components of conflict resolution
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· P – Positive attitude
· L – Listen to the customer
· E – Engage and make eye contact
· A – Ask questions
· S – Suggestively sell
· E – Exceed all expectations
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	Tool
	Description

	Stay Calm
	The thing that leads to conflict is escalation. What starts people escalating is their anger. Most of us stop listening to understand as we get angry. Instead, we start listening in order to argue back.

	Listen to Understand
	When we do not listen to understand, any listening done is to formulate an argument back to prove your point. 

	Accentuate the Positive
	It is important to find or create some commonalities. It may be helpful and empathetic to say something like, "I know, understand, or am sorry for what you are going through. Let me see what I can do about this."

	State Your Case Tactfully
	You want to help people understand your perspective on things without making them defensive. Doing so can disarm them, and they will be more able to hear what you are really saying.

	Attack the Problem, Not the Person
	Depersonalize your comments and point only at the issue rather than accusing people.

	Avoid the Blame Game
	Figuring out whose fault something is does not do any good if the goal is to fix a problem.

	Pick Your Battles
	It is also important when asking questions to remember to Pick Your Battles. Human nature makes us want to be right, even to the point of being defensive or arguing points that do not matter in the big picture.

	Be Confident
	You can do this! Many people are afraid of confrontation and shy away from it.

	Celebrate Agreement!
	You were both in an uncomfortable position, wanting to rebuild trust and figure out the best solution. Once it is accomplished, both you and the other person deserve a good pat on the back.
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