
The Art of Business 
Communication

Module 2



Objective

● Integrate the three perspectives of service to address the needs of the customer

● Apply the BEST service in all business communication

● Identify standout moments in business interactions



Standout Moments in Email Communication

Opportunities for Standout Moments

● Start with a positive tone
● Personalize your response from your customer
● Provide accurate and complete resolution
● Anticipate what the customer needs
● End positively



STAND OUT MOMENTS: 
Start with a Positive Tone

The tone of the message can have a huge impact on 
how the receiver responds to the message.

● Avoid using negative words
● Use a positive form of the sentence
● Use antonyms to remove the word “not”



STAND OUT MOMENTS: 
Personalize your response for the customer

● Talk to them with their name
● Build rapport
● Be grateful for their effort
● Show understanding



STAND OUT MOMENTS: 
Provide accurate and complete resolution

● Ask the right question
● Provide accurate facts
● Engage, the inform
● Avoid long explanations

“Garbage in, Garbage out”



STAND OUT MOMENTS: 
End positively

● Motivate the reader to action
● Identify the sender for future reference
● Leave the reader with a good final 

impression
● Thank the customer



EMAIL DRAFT: Standout Moments



STANDOUT MOMENT:

Opportunities for Standout Moments

● Start with a positive tone
● Personalize your response for your customer
● Provide accurate and complete resolutions
● Anticipa what the customer needs
● End positively



THREE 
PERSPECTIVES 
OF SERVICE



Three perspectives of service

● Emotional - How the customer wants to be 

treated/provided service or product.

● Business - What the customer need/why they reach 

out to us. 

● Hidden - Everything the customer in unaware of, 

but is critical to the customer’s needs.



Sample Email

-Business Need

-Emotional Needs



The BEST Service 
Model in Email 
Communication



The BEST Service Model in Email Communication

● The information presented to the customer are true, fact based and 
correct

● Acknowledge the customer’s feelings by caring to act and not 
acting to care

● Your email is complete which includes answers to questions that the 
customer may further clarify

● Exert all efforts to find every possible solution for your customer


