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Inter Personal Communication and Customer Service

Our Country has opted to Free Market Economy
two decades ago. Reserve Bank the supervisory
head of the banks in India is gradually withdrawing
restrictions on banks to make them autonomous. The
liberalized bank and branch licensing has triggered
severe competition in banks. The new players with
their innovative products and aggressive marketing
strategies are making business development in
banks increasingly difficult. Quality customer service
is vital ingredient of business growth today and
complimentary communication is the life line of
customer service. It is therefore very essential for the
banks to improve interpersonal communications skills
of their staff to better their customer service.

More than 95% of the cases of dispute,
misunderstanding or quarrel with the customer are
due to bad communication or crossed communication.
Communication cannot be avoided. Instead we
need to learn the techniques of complimentary
communication. The word communication is derived
from the Latin word commune meaning common.
The two individuals participating in interpersonal
communication should strongly feel that they are
common - at par with each other. There are two
parties (sender and the receiver) and six steps in the
process of interpersonal communication.

Sender Receiver
Ideation o0 310) Receipt
Encoding grehfaerar | favetsor Decoding
Transmission |gg4 g Action

It is the responsibility of the two individuals to
ensure that the flow of communication from ideation
to Action is smooth and without any obstacle.

Process of communication in sender's Zone.

Sender is the originator of the communication.
Origin of an idea in the senders mind is ideation.
Mature, divine, honest, true, thought should come
in the originator's mind. The desire to make fun or
criticize others will result in cross communication.
Correct perception of ones job, sense of responsibility,
open mind, right mind set, clear thoughts, mature
thinking, interest in the event, interest in the individual
participating in communication, desire and capacity
to solve problems will generate good thought. Correct
ideation depends on the following-

a) Perception b) Self Images c) Interpersonal
options

The thought generated should be wrapped/packed
in a device and then transported to receiver. The
packing of thought is encoding. The device used in
encoding can be both verbal and non verbal.

Verbal - Language, Non verbal - Body language,

Actions, Gestures.

Language used in communication should be
sweet, understandable, easy. The gaze pitch, range
of the language will also distort the message. For
effective communication the body language of the
communicator should be complimentary, action should
be mannerly and gestures supportive. Transmission
is transporting of idea/thought to receiver. The media
used in transmission should be honest, dependable,
trustworthy and reliable to ensure full proof, smooth
communication.

Process of Communication in Receiver's Zone

The receiver should receive/hear the correct
and intact message without any manipulation. The
message received should be correctly decoded and
rightly interpreted to avoid unanticipated action.

Receiver - In banking organization, our role is
mostly of a receiver. We listen to our superiors, our
coworkers and also to our customers. Complementary
inter personal communication with our customer is our
top priority. Be a good receiver. The receiver should
be informal, patient. He should put the speaker at
ease. His body language should display that he is
anxious to listen.

He should receive the customer with smile, salute
him with respect and create the climate for an informal
complimentary communication. Practice emotional
intelligence, hold your temper, remove distractions-
voice pollutants if any for a comfortable dialog. Hearing
impairment, casual attitude, poor listening habits need
a correction. Make eye contact, shake hands, bodily
exhibitions to make the sender comfortable. Indicate
acceptances, exhibit affirmatives, ask questions,
paraphrasing to make the customer delighted. The
receiver should avoid arguments, criticism, interaction
which will disturb the customer.

Attributes of a good communicator are as under :

a) Sense of Equality, b) Positiveness, «c)
Supportiveness, d) Openness, e) Sense of Empathy

Communication and customer service - go hand
in hand. For best customer service please ensure
following points.

a) Receive customer with smile.

b) Honor - Respect him

C) appreciate, praise him

d) Call him by name

e) Make some informal talk and greet him

f) Never criticize, Never argue

g) Attend to him on priority

h) Get his work done fast

i) Be cordial, generous, considerate, alert

j) Be friendly, genuinely interested in him

k) Display commitment, involvement and love for
your Organization.
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