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WHY?

So, you want to be a writer? Charles Bukowski
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https://youtu.be/ZN1Tw8XM1LY

WHAT IS

“

J aperson whojbuys goods or services from a shop or business
(Mr Harrison was a regular customer at the Golden Lion)

1 aperson of a specified kind with whom one has to deal.
("he's a tough customer)

An individual or business that purchases another company's goods or services.
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WHAT IS CUSTOMER - FOCUSED?

1 Paying great attention to the needs and opinions of customers.

J Wider explanantion:
Customer focus is a business philosophy that places the customer at the center of all business

development and management decisions.

It is a marketing approach also, that involves products and services to be developed around
consumer’s preferences.

LA Co-funded by the %525 [UNTVERSITA
LS Erasmus+ Programme B /
of the European Union "R

'/‘\" i
¥ Ulisse
B Soft Skills for Employability

Dorisan I S Em  ERREWUADRD

Miguel Herndndez ISCAP




Excercise «Our assumptions»
O «lwoke up early today!»

At what time did she wake up?

0 «He smokes too many cigarettes a day»
How many cigarettes does he smoke a day?

Q «lam currently overweight»
How many kilograms does she weigh?

[ «Hehas avery good salary»
How much is his salary?
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WHAT IS CUSTOMER?

Individual
costumer

e Individual choice

Individual choice

 Decision maker
Business e (related to business

companies’
comparny strategy/subjective
clrcumstances
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Prioritization ¢
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https://www.mural.co/

WHAT DOES CUSTOMER BUY?

People don’t buy products.

They buy a SOLUTION to their
PROBLEM.

They buy the OUTCOME they really
desire.

They are ultimately buying a
TRANSFORMATION they want in
their lives.
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PEOPLE BUY IN THIS ORDER.....

Solution,

product, service

Your company
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EFFECTIVE PEOPLE SELL IN THE SAME ORDER

Solution,

product, service

Their company
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How does the brain work?

Source: https://www.lucidmindcenter.com/right-brain-left-brain-test/
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LEFT vs RIGHT
BRAIN

ANALYSIS

CREATIVITY _

LOGIC

IDEA

Q-

INTUITION

ARTS _

FACTS

CREATION

N\ _FEELING _

MATH 7

TRAINING
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THREE UNASKED QUESTIONS PEOPLE HAVE WHEN THEY MEET
OTHER PEOPLE

CUSTONE Can I trust you?

CUSTOUER Are you committed?

cusrowen 8|21 you Care about me?
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ANSWERS TO THE THREE UNASKED QUESTIONS

THE

CUSTOMER Always do what’s right

CUSTOUER Always do your best

” Always treat others as
W theyd like to be treated

2RPORTO

ISCAP

AL UARRU



KEY POINTS

Honestly
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PREPARATION

RESULT
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IMPORTANT ASPECTS OF CONVERSATION

Pay
attention

Show that
you're
listening

Respond
appropriately

Provide
feedback

Defer judgment
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NO NEED - NO SOLUTION

NO NEED

-
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IF THERE ISANEED - THERE IS SOLUTION (FOR CUSTOMER)
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WHAT ARE THE MAIN CUSTOMER NEEDS?

Try to offer
something to
everybody

Designing the

Conversation

Psychologist
role

Rt Co-funded by the
LS Erasmus+ Programme
of the European Union

A 3

o N
S.3%.% [UNIVERSITA
“58 3 DI PISA

5.,'5'"-*;. 3EI'L\?ETI§/S|LTY M UNIVERSITAS E R}RE} m }UA}D R 0

Miguel Herndndez ISCAP




\

,"'.\'. F 3 o
//_«- H‘ L l] l S‘ gC
-;‘! / B4 /
Soft Skills for Employability

WHAT ARE THE MAIN CUSTOMER NEEDS?

)

ALICE: WOULD YOU TELL ME,
PLEASE, WHICH WAY I OUGHT
TO GO FROM HERE?

CAT: THAT DEPENDS A GOOD
DEAL ON WHERE YOU WANT
TO GET TO.
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IF THERE IS ANEED - THERE ISSOLUTION (FOR YOU - IN A LONGTERM)

Where theres a wif]

tThere's a way.
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Winners and losers have the same goals

If you completely ignored your goals and
focused only on your system, would you
still succeed?

If you were a basketball coach and you
ignored your goal to win a championship
and focused only on what your team does
at practice each day, would you still get
results?

VS.

Goals are good for planning your progress
and systems are good for actually making
progress.
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PERSONAL BEHAVIORAL STYLE

PROCESSOR

PLEASER
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PERSONAL BEHAVIORAL STYLE

Processor

Not very assertive/

Pleaser
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PROCESSOR

* Concentrates onimportantdetails » (etslostin details

* Makes decisions in a very structured way * Doesn'tlike handing in work or delegating
and is more objective than the others » Follows rules/standards too rigidly

* Follows proceduresand standards * Tries to avoid mistakes and hesitantin

* |s verydiplomatic making decisions

* Tends towardscriticalthoughtand asks * Unwilling to try anything new
questions * Quick to take criticism personally

= Works undercontrolled conditions * Cautious inthoughtand tends towards

pessimism

» Precisetasks/job description * Requires confirmationand security guarantees
* Precisely defined performancetargets * Opportunity forconstructive criticism

* Enoughtime to complete tasks » Specificfeedbackin relation to the services

* Time for careful planning rendered

» Detailed, high-quality work * Tolerance intense situations/ conflicts
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PUSHER

Strengths

Takes the lead
Sets things moving

Concentrates on immediate results
Makes decisions quickly

Acceptschallenges
Questions the status quo
Very solutions-oriented

Ulisse

oft Skills for Employability

A strong, extremelyinfluential position

New, differenttasks
Difficulttasks
Works independently

Direct answers. fewerdiscussions
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Insensitiveto the feelings of others
Overlooks risks and warning signals

lgnores importantdetails
Causestensionin teams

Takes ontoo many tasks atonce
Demands toc much of others
Is over-controlling of others

Little control or monitoring

Possibility of personal success
Challengesand image
Occasional “warning shots acrossthe bow"

Opportunity for practical experience
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THE PLAYER

suengn

* Verygregarious and like to entertain others * Doesn'tthink things through to their logical
* Creates a motivating atmosphere conclusion

* Exudesoptimismand enthusiasm * Notobjective inthe decision-making

» Likesto be the centerof attention process

* Likestoworkinateam * Regards opportunities too optimistically

* Canexpress himself clearly * Talkstoo much andis too impulsive

Tries to do too much at once
Doesn'tlike to be alone

» Expresseshisfeelingsto others

* Friendly, pleasantsurroundings * Freedomto expresshimself
* Freedomfromdetails work and controls * A'roll yoursleevesup’ attitude

* Theopportunity to make suggestions
* Publicrecognition of his skills

» Tobe ableto advise others
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THE PLEASER

= Likesto stay in one location * Rejectschanges

= Communicative, has a calming effecton * Doesnotmeetdeadlines underpressure
others * Tootolerantand considerate

*» Concentrates on peocple * |ndecisive, nevermakes a decision

» Creates a stable environment * Puts things off

* Observes accepted procedures » Often suppresses his own needs

* Develops specialexpertise
» Listens attentively and patiently

= Serious recognition = Recognitionforwork done

* As little conflictas possible » Knowledgethathe is making an important

* Fixed,defined tasks contributionto team success

= Explanationand preparation of changes * Colleaguesof similar competence and candor

* Regulated, ordered procedures
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HOW DO | IDENTIFY BEHAVIOURALSTYLE?

Low level ol sensitivity/ sensibility
Little emotion/’ task-oriented

Processor

Distanced and cautious Ambitious and self-confident

Conscientious and disciplined Impatient and decisive

Wants explanations Wants to exercise control
Highly assertive

Not very assertive/ Asks WHY questions Asks WHAT questions plenty of energy
not much energy! proactivel
reactive/ extrovert

introverted Calm and patient Emotional and lively

Friendly and cooperative Optimistic and erratic

Wants personal contact Wants excitement

-~
w & Asks HOW questions Asks WHO questions

Pleaser

High level of sensitivity/ sensibility
Lots of emotion/ people-oriented
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HOW IS THE BEHAVIOURAL STYLE PERCEIVED

Low level of sensitivity/ sensibility
Little emotion/ task-oriented

Processor ® (=) @ (=) Pusher

| Accurate Cntical Decisive Strong personality
conscientious Moralistic Independent Loner
Senous Inflexible Practical Hard
: Persistent Awkward Definite Demanding
- ~ oy Well-organized Indecasive Efficient Authontanan
. ' Prudent Complicated Assertive Arrogant
cautious Slow Insensitive Highly assertive/
Not very assertive/ plenty of energy/
not much energy/ proactivel
reactive/
introverted @ @ @ @ psrkdonh
Patent Hesitant Talkative “‘Never shuts up”
Respectiul Meek Inspiring Over-dramatic
Willing Dependent Discerning Superficial
Persevering Accommodatng Enthusiastic Undisciplined
Pleasant Inflexible Full of energy Theatncal
Involved Insecure Convinced Manipulatve
Pleaser Relaxed Servile Frnendly Erratic

Player

High level of sensitivity/ sensibility
Lots of emotion!/ people-oriented
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WORKSHOP

1 Group work (up to 5 participants per group)

J Choose a conversation topic

1 Conversation modeling

1 Conversation presentation

J Analysis and feedback
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EVALUATION OF WORKSHOP

J Used words

d Questionning
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TIPS & TRICKS (1)
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TIPS & TRICKS (2)
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TIPS & TRICKS (3)
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TIPS & TRICKS (4)
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TIPS & TRICKS (5)
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“1F YOU RE NOT
WILLING TO LEARN,

NO ONE CAN HELP
Y QU=

IF YOU RE
DETERMINED TO
LEARN, NO ONE CAN
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