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After-sales service team
Job Role —-E
Respond to customer emails

Initial Unsolved issues
Challenges
Struggles 9 Increased complaints
Stress and negative emotions
) Boss’s Warning __E 30 days to improve
Peter's || ~ e
N Risk of losing job
Experience
Unfriendly client
Peter’s Complaints —-[ hrierilyclifts
( Showed response emails
|
Empath . i i
‘ Wgrksy R |__ Conversation Jane’s Empathy _E Understanding feelings
Miracles with Jane Comforting words
Cold email examples ——  Delay problem email
Advice on Empathy Need for personal Empathize with
customers
touch
Show understanding
Practice empathy — Put yourself in others’ shoes
\__  Positive __E More Thank-you Replies
Outcomes Promotion to Team Head
— Conclusion — Showing Empathy Works Miracles

B3 RHAFLLELA

I Sending email I I Just watching ‘ Il’msorryforyoul lCaIlingdeIiverycompany‘ IThinkininkeSofia‘ l “I'll help now!”

"We apologize" Not helping Only words Finding gift “l understand” Solving today

Sofia is still sad Sofia gets gift

B4 Sofia &) ¥ sympathy #= empathy 73 JC 75 X
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a total mess | ‘ AmEESE
negative emotion INE—BR
a piece of cake ‘ NS
after-sales service 1 ERRS
personal touch | —Hi¥E
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