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Synopsis:  

The video addresses “zero,” “crooked” and “plastic” statements.  These forms of 

communication are intended to be positive but are often interpreted as negative.  Another 

negative form of communication is hostile statements.  The video shows how easily these 

statements are used in daily communication, and also shows how to correct them with more 

positive communication. 

Another issue the video addresses is the six steps to quality service.  These steps make 

you and the customers feel good.   

 


