Cust mer Se '

Be a volunteer this
season

Christmas is the leading holiday
on most people’s minds this tme ol
year, but December is olso the time
for Intermational Volunteer Day.
And volunteering and helping oth-
ers in the workplace is a good way
to show that Vou are n:;n|.\' 0 move
up. So ke ume this month to show
your stuff by:

* Volunteering, \When vour
manager or sapervisor needs some
one o do something extra, volun-
teer for the task. It's a good way w
show off your skills and motivatdon.

* Being dependable, Show
that vou are ready to deal with
whatever your job involves by being
on time, being at vour desk, and
working late when necessary.,

* Knowing what's next. What
do you need to know, what skills
do you need, and what tainmg will
you need to move up to the next
step on the ladder? Create a plan
for getung those things done,

And finally, don't forget to
thank those cowarkers who volun-
teered o help vou when things g
a lietde crazy on the job,

For more o zolunteering, g
s CovseomerSerciceGronp, com
and dlick on “Web Evern,” {188
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When someone asks you to
be a mentor ...
Page 2

Would a mentor help you become

a better customer service rep?

To find the right mentor in your organization, you have to know what
you are looking for, and you have to take ownership of the process.

A ot of companies have mentorship programs in place to belp newer
employees get up to speed on the job and to reduce those common feelings
of intimidation and isolation. But even if vour company doesn’t have » for-
mal mentorship program in plice, that dousn’t mean that you can't search
OUE A MERLOr OF MENtors at any point in your career. A mentor cain hclp you
navigate the rough patches i dealing with costomers, getung along with
coworkers, and being successful in your onganization.

In face, says Flizabeth Ghaffar, CEO of Technology Place Inc. and
author of Tapping the Wisdom That Stroanndrs You, “You have the choice of
lovking around you and selecuing the people thae you like, the people thar
you admire and that vou wish to emulate.™ In Ghatfard’s expenence, you
don’t always have 1o have a onc-to-one relationship with a mentor, and
mentors don't even have o be people that vou work with, They can be
peaple you admire through books vou've read or in the media or who you
know fram a distance. The point is that you admire them and they have
some knowledge or wisdom thar they can pass on 1o you

But being o mentee requires work on your
side a5 well

Learn to darify your needs

An important first step for anyone Jooking for a mentor s 10 ke stock
of oneself, says Ghaffari. “You have to make that consaous step to ask,
‘What i it 1 need now? What knowledge or skills do T need to develop to
take my nest step toward accomplishing my ambitions?™ she says,

When Ghatfan does workshops or presentations on self-dévelopment,
st says there are two types of people wha come up afterward to talk and
ask questions. “One s the type thae says, "Will you help me? Will you be
my mentor? Will yvou give me the guidance that I need® — questions that
are open-ended and unspecific,” she says,

“The second type of individual will come up to me and say, “This is

whatever the situation -

Frontline Spotlight Listening Things you should never say
is this rep's key to effective to a customer
customer service ey | Pugr 4

© 20714 Awxaniler Communications Group, Inc. AX ngits reserved



where [ am, and what | have done,
This is the kind of work that T

do and the type of projects that

I have worked on, And I have a
vision of myself where T would
like to be better at resolving
problems, encouraging teamwork,
or making presentations.” And
that kind of conversation gives me
more clarity about who they are,
what they are trying to do, and
what they are trying to accom-
plish,” Ghoffari says.

Which individual has the
higher probabilicy of finding the
right mentor? “It’s the second
one,” she says, “The ane wha
demonstrates a grearer grasp of
her competence, her challenges,
the kinds of assistance that she
needs, and how she will put that
sssastance to use.”

She adds: “The more specific
vou ¢an be about the kind of help
that you need, the more likely you
arc to find a mentor that can help
to meet that need. It provides a
sense of where you are and where

you are going.”

Take ownership of the process

It's important that the mentee
take ownership of what he or she
i trying to accomplish — both
in terms of who might be able to
help, and when it might be time to
move on.

First of all, when approaching
o potential mentor, savs Ghatfari,
“It is up to the mentee to under-
stand, ‘Did 1 pue out there the best
request that T possibly can?' It's
like being an entreprencur and
asking, ‘Have I pirched myself well
to this audience?™

And if you ger a rejection —
the kind of feedback thar says,
“You and | are not going to work
our” — “then you have to accept
thot and incorporate what you've
learned into your next decision to
pursue another potential mentor,”
she says, “Don't let the frustravon
bowl you over.”
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When someone asks you to be a mentor...

If you are a senior customer service representative, a younger,
less experienced rep might ask you to be their mentor. How would you
respond?

According to Efizabeth Ghaffari, author of Tapping the Wisdom That
Surroundss You, “the best thing to do is to challenge the individual to
clarify what it is that they are looking for. Ask them to describe their skills
and what they would like to accomplish both in the organization and in
their careers.”

Then, if what they are looking for s something that you feel you can
help wath, set aside some time to discuss how you ¢an do so. And if it
is not something that you feel comfortable with, try to direct them to
someone else in the organization who can help them, or towards other
groups like book dubs, alumni groups, service clubs, and others — that
might provide more of a group approach to some of the same skills and

perspectives,
\_
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Customer service reps look-
ing for mentors should also keep
in mind that “you don't have w
PUL YOUF MOneY on one Mentor in
an organization,” says Ghaffan,
“There are many possible mentors
out there.” It pays ta think of men-
torship as a process by which you
identify your needs over time and
identify potential new mentors us
those needs change,

Ghaffari adds thar part of tak-
ing ownership also involves know-
ing when a mentoring relationship
is not working out — not giving
you what you need — and politely
stepping sway from it to seek help
from someone else.

Even groups can be mentors

When you think about it, even
a corporate board can be seen as
a group of people mentonng the
CEO of an organization. And in
any organization, Ghaftan says,
“there are groups of people ereanng
pools of wisdom where — insread
of secking a onc-on-one relation-
ship — people can tap a wider
vanety of skills and wisdom than
they might have when workmyg only
with a single mentor.”
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Whether it 15 a book group, a
service club, or a regularly sched-
uled “lunch and leam” group,
“rthose kinds of expeniences are very
strong beeause they bring mulople
perspectives to light, and the dialog
is an important part of the learning
experience,” Ghatfan says,

“People bring their personal
experiences, tell their personal
stories, offer their personal per-
spectives. Those get challenged or
other stories get told — and that
is how we learn,” she says. “We
learn through the intersciion of
being challenged and concurrence
by our peers as much as by our
superiors.”

Ghaffari also suggests that a
reading group or book club can
henefit a great deal by looking for
hooks that present strong exam-
ples of people who have succeeded
i some of the roles that you and
other members of the group might
aspire to,

So even if you can't find a
ONE-0N-0NE MENTOT, VOU Can reap
some of the same benefits through
discussion groups and other work-
place groups focused on sharing
experiences and expertise, NS



