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TIF 3: UPDATING LAKGUAGE SKILLS
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TIP 4: THE H.E.L.P. STEPS
Bersides uaing ipdated lnguage shils, cuslomer s2nice

also means being able o help wsobe challenges in o

safisfociony wiry. The "HELP, steps” ofler austuance.

M stands len “heae”™ Thae firsd shep is ey de nothingl Let
e guast expram bis or hee stsalion. As dificulr as o
may be, listen and nod keguenily to show
urdlersioiling
sands few “empathize.” To lowsr the walls bahween
the guest ond you, iy to endersand the hushotion. For
anamphy, insteod of saying, °| know how you fesl” '
befter 4o be honest ond sy something more possible
Ik, ‘1 weauld faal fuatiated iF this same thing
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TIF 5 GRATITUDE
Clubes weually watt i incracsa the numiber of clisnts.
Hevwowite, 0 wellknown soing [n fhe cusiomar service
indusky cloima that “If you coanal please your curtrent
cushomens, you do nat deserve rew ones.” Soiefimes, our
ellots woald b hebler spart sxamining questions sich as
“Whers ore we currenthy saying ‘no’ 1o aor clients when we
should ba saying yes'? and “How con we impiove the ovenll
sarica o our cumen! gueskE Tndy, the price of afacling new
clients bor xceads the price of kesping one curent client hapgy.
The most significant aspact of service to exising clenls s the
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Lowrence Biscontini, MA, & o coalibuling cuther lor Amencan
Fitness. Ha has won Instucior of the Yeor Awords from ACE
(2002, IDEA [2004), Con Fit Pro [Spacaly, 2004) and Best
MWind Body Prasenier [ECA, 2005] Biscoonni wiorks o= o aines
and wellness and ] consuliont for his eompany RZE000, os
well a5 Golden Door Spos, Roebak, AFAK, Resisiaball®
Intgrnational ond Gliding, ond hos crealed Yo Oh®, His newest
beaok s Rumiing the Show: Exceflence in Customer Setvics for
Fitnezs: Find Lerennes of findienasencs coml
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