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Smarter Support Clinic 
Think of support as a bicycle. On a bicycle, the back wheel provides 
the thrust forward and the front wheel provides direction. In support, 
our technical skills propel us and our customer skills guide us. 

Do you need front-wheel help? Book a clinic appointment. 

What is a clinic session? 
A clinic session is (typically) a one-hour, remote session with an FT 
Works coach and one or several support engineers to tackle 
participants’ questions about how best to work with customers in a 
support setting. We use role plays, feedback, and collaboration 
techniques to suggest approaches and solutions. 

What can we talk about? 
Anything that you are struggling with, or are curious about! Here are 
some questions we have worked with: 

n I have a tough conversation coming up and I don’t know how to 
tackle it. 

n I want to get rid of an annoying “verbal tic”. 

n How do I deal with a demeaning customer? 

n I just cannot get organized. 

n I had a difficult interaction with a customer and I want to know 
what I could have done differently. 

n I cannot say no. 

n We have very demanding customers and I want to be able to 
assert myself more. 

n I got a poor CSAT survey and I don’t know why. 
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Can we have a group session? 
Yes! Group sessions are fun and stimulating. We can accommodate up 
to 12 participants to give everyone a chance to ask their questions.  

Because front-wheel questions can get very personal, we ask that 
participants agree to keep the discussion confidential. 

Is there a long-term commitment? 
You can schedule a single session—or come back multiple times, as 
you wish. And you can schedule ongoing engagement for a team and 
encourage team members to drop in as they wish. 

How is that different from training? 
We offer a full set of “front-wheel” workshops for support engineers, 
starting with the popular The Art of Complex Support. Clinic sessions 
are an ideal follow-up to a workshop, but can be booked 
independently.  

About FT Works  
FT Works provides consulting, training and coaching services to the 
customer success and support organizations of technology companies.  

n All our coaches have decades of support management experience 
so we know how to work with customers of all types. 

n Our coaches are all front-wheel trainers so we can inject a well-
chosen theoretical concept when appropriate.   

n We have plenty of coaching experience so we can recommend 
techniques to integrate new habits. 

n We love support, we love customers, and we love people so we will 
happily work with difficult situations in a confidential 
environment.  

 
For more information, please contact info@ftworks.com or 650 559 
9826. 


