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Idea Generators 

Be Knowledgeable 

Definition of Knowledgeable: 

Being Knowledgeable at CWU is defined as “having the process skills, system 

skills, and necessary content expertise.” 

This list of Idea Generators contains: 

 Tips on Being knowledgeable 

o Including 1 - 8-minute video: Who’s on First? 

 1 article: Diffuse First, Educate Second 

 1 Dilbert cartoon 

 Famous Quotes to share with your staff as you see fit 

 

1. Tips on Being Knowledgeable: 

 No matter what the duties of your job entail, focus on what you CAN do  

rather than on what you cannot. 

 Speak slowly, and enunciate your words so customers can understand 
you. 

 Explain your reasons. 

 Provide options, if possible. 

 Use language the customer can understand.  

To bring this idea home, you might watch with your team the infamous 

Abbott & Costello 8-minute video: 

Who’s on First?   

Summary 

…a beautiful illustration of a communication breakdown because two 

people aren’t “speaking the same language.” 

Follow up with your team by emphasizing several points: 

o Make sure you are “on the same page” as the customer. 
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o Keep your cool to avoid customer frustration. 

o Explain technical terms the first time you use them with a customer. 
If the customer indicates he/she understands a technical term, then it 
is okay for you to use the term with the customer. 

As a follow up with your staff, brainstorm a list of technical terms or 

processes you have had to explain to customers in the past. This gets 

your employees thinking about which terms may cause customers 

issues and potentially lead to frustration and anger. 
 

2. Article: Diffuse First, Educate Second 

Summary 

Customer conflict is unavoidable. No matter how hard everyone works, 

occasionally conflict will creep up on you. When a customer conflict arises, 

first do what you are empowered to do to make the customer happy. Doing 

so immediately diffuses the tension the conflict was causing. Then educate 

the customer so conflict will not arise again over the same issue. At this 

point, the customer’s problem has been solved so he/she will likely listen 

because that person is no longer focused on his/her argument. 

Follow up with your team by discussing a few approaches you can take to 

benefit from conflict:  

 Use your team meetings/management meetings as a chance for 

employees/supervisors to share challenging situations they have recently 

been in or observed and how they dealt with them. Are there 

improvements that could be made to the process that would avoid future 

conflicts? 

 Use any departmental communication tools you use to discuss a conflict 

situation (perhaps generalizing it to protect those involved), and to offer 

suggestions for handling such situations as well as resources employees 

can access if they run into the same problem. 

 Acknowledge that sometimes the only benefit is learning how to keep 

your cool under pressure. At the same time, strive to use conflicts or 

challenges as a means to long-term improvements to the customer 

experience. 
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3.  
 

4. Famous Quotes: 

 Use to start a meeting, to start the workday, or as an email about a 

”Positive Thought for the Day” 

“To know what you know and what you do not know, that is true 

knowledge.” – Confucius 

“You cannot open a book without learning something.” – Confucius 

“Real knowledge is to know the extent of one’s ignorance.” - Confucius 

“Knowledge is power.” – Francis Bacon 

“The larger the island of knowledge, the longer the shoreline of wonder.” – 

Ralph W. Sockman 

“Knowledge of what is does not open the door directly to what should be.” – 

Albert Einstein 

“To acquire knowledge, one must study; but to acquire wisdom, one must 

observe. – Marilyn vos Savant 

“Those people who develop the ability to continuously acquire new and 
better forms of knowledge that they can apply to their work and to their lives 
will be the movers and shakers in our society for the indefinite future.” - 
Brian Tracy 

“Customers don’t expect you to be perfect. They DO expect you to fix things 

when they go wrong.” Donald Porter 

“Your most unhappy customers are your greatest source of learning.” – Bill 

Gates 

We gather our inspiration from a variety of sources and do not promote a 

particular belief or creed. We strive to be inclusive. 
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