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Training Methodology
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Course Content & Outline

Section 1: Why is Customer Service Excellent Important?

¢ Discovering your customer journey and where things can go wrong.
e Taking a look at competitor organisations and making a comparison.
e Understanding customer expectations and how to meet them.

e How to retain customers.

e Getting the most from your customers using customer service techniques.

Section 2: How to Improve Your Customer Service Standards Across Channels

e Using social media campaigns to improve performance. (Incorporating Twitter,
LinkedIn, and Facebook).
e Reaching out to the customer first.
e Offering more than your customer expects.
e Exceeding your customers’ expectations.
e How to be a role model in your company.

¢ Omni-channel customer care and its benefits.

Section 3: Complaints Handling: How to Effectively Put Problems Right

e How to effectively put errors right.

e Resolving issues with challenging customers effectively.
¢ Rapport building skills and their importance.
 Effectively asking for and responding to feedback.

e The power of persuasion using Cialdini’s 6 principles.

e The importance of body language in effective communication.

Section 4: Creating a Customer-Centric Culture

¢ Understanding areas for improvement.

» Accepting feedback graciously and acting on it.

e Leading by example.

 Creating structured plans for change and gaining employee buy-in.

e Creating a positive working environment and incentivising success.

Section 5: Coaching, Hiring and Motivation the Right People

e Learning what to look for in the right candidate.



e Assessing transferable customer service skills.
e Motivating your team to love your customers.
e Rewarding customer satisfaction generated by employees.

e Employee communication and its benefits.

Section 6: Staying Consistent and Creating Development Opportunities

e Develop consistent training modules to help your employees stay customer-focused.
e Understanding how to address employees with the wrong attitude (from a
management and peer perspective).
¢ Moving forward to create money making opportunities using customer service.
¢ Discovering opportunities to implement SMART Goals and strategies for continuous
improvement.

e Looking at what customers might expect in the future and planning ahead.
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Master customer service excellence: boost satisfaction, handle complaints, and personalize

.experiences with tech-driven strategies

YouTube Video

https://www.youtube.com/embed/sOBfP7E2Kfc?si=V7-Ubetb-TcOwWWjv
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