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Your Name is Your Identity
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Using Remember Me
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• Describe the reasons for remembering and using names
• De�ine the customer experience and how customers 

interpret and react to an employee who remembers them
• Brie�ly discuss how the brain acquires, processes, and 

stores information
• Recognize the important details you should remember 

about customers and your interactions with them
• Identify several techniques for remembering and using 

names and recognizing faces
• Discuss how to utilize proper name etiquette
• Convey how remembering your customers’ names can help 

you defuse problem situations
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Chapter 1 Review:�
Points to Remember

• Remember Me means getting to know customers to better 
understand and serve their needs.

• A person’s name is a precious possession.
• Most people don’t remember people they do not see or 

interact with routinely.
• Remembering and using your customers’ names will 

improve your daily interactions with customers, your job 
performance, and your working environment.
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1. Indifference
2. Fear
3. Lack of training
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• Eliminating indifference 
• Conquering fear
• Providing essential training
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Lack of training

#� ���;� ��� �
������� ��� ���� B����� 
�������;� ��� 
������
���� ����

���������
��������
�E�����������
������D��������
������"��	����

���������� ���E�� ����
������ ���� ����
������ ��� ������ ����
�

�������
�E������"�/�����������
����
������������
���
��
�������

���
�����
�����������
������������������������
�
����D�����������
�

��������� ��������������
����� ����
�� ����
��
�����"� 
�E�� ������"�

J���������������
������ ���E����������
����"��/�������������
�����

���
������
�����������������
E����������������������������
� ��

��� ������� ��� ��;� ��
����� ���
����
�� ���
�����I�/���� ����

����
������ ����� 
������
���� ���� ������ ������ ��� ����
������

���������������;��������!������"

�� �����������;����� �
;"�2������������

���������������������

����������������������������
������������� ���������������������

�����������������
��������
���������
�����
�������"�2������;���

�
������"

BOOK.indd   Sec1:14 9/2/09   11:25:55 PM



15

Exercise 3
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Chapter 2 Review:�
Points to Remember

• Three simple obstacles prevent employees from 
remembering and using their customers’ names and 
recognizing their faces:  

� Indifference 
� Fear
� Lack of training

• Eliminating indifference leads to personal and 
organizational success

• Conquering fear makes your job more enjoyable
• Training provides you with the essential tools you need to 

provide quality customer care
�
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