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Rapport Puzzle

Objectives

Trainees work together to uncover a variety of rapport building techniques using a puzzle.  This is ideal as an icebreaker or energiser.

Time needed

10-15 minutes.

Tools you need

A copy of for each trainee.

Exercise

Ask trainees to discuss what they think “rapport” means.  

Split the trainees into small groups (teams of two or three are best) we are going to be looking at a number of different techniques that can build rapport with customers.

Give the trainees about ten minutes to complete the puzzle.

Discuss the answers as a group.

Answers

1. Use NAME of the customer.

2. Say PLEASE and THANK YOU when you have to say NO to a customer’s request.

3. Explain your REASONS when you have to say NO to a customer’s request.

4. Show INTEREST in the needs of the customer.

5. Show EMPATHY for the customer’s FEELINGS.

6. Let the customer know what his or her OPTIONS are.

7. SMILE!  Even if you are on the phone!


HANDOUT

Rapport Puzzle

There are a number of ways to build rapport with your customers.  This puzzle contains words that complete the phrases below.  To help, the first one has been done for you.

1. Use the NAME of the customer.

2. Say _ _ _ _ _ _ and _ _ _ _ _   _ _ _ when asking customers for _ _ _ _ _ _ _ _ _ _ _.

3. Explain your _ _ _ _ _ _ _ when you have to say _ _ to a customer’s request.

4. Show your _ _ _ _ _ _ _ _ in the needs of the customer.

5. Show _ _ _ _ _ _ _ for the customer’s _ _ _ _ _ _ _ _.

6. Let the customer know what his or her _ _ _ _ _ _ _ are.

7. _ _ _ _ _!  Even if you are on the phone!
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This material is free of copyright, so please feel free to use or amend it in anyway you like. You can change the presentation style, content or just add your own logo.

We hope you enjoy using this material and would appreciate you mentioning www.retailactive.com whenever you can.

The most advanced Mystery Shopping and Brand Audit service available

