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Course Content & Outline

Section 1: An Introduction To Customer Experience

* What does excellent customer service mean to you?
e Learning the difference between being approachable and hostile.
e How going the extra mile matters more than you think.
e How to meet your customers’ needs.
e When to apply certain social skills.
* Knowing how to apply effective listening skills.

Section 2: Improving Your Customer Experience

e Know how to coach employees.

* Be able to demonstrate professional behaviour.

¢ Know how to expand and grow based on customer returns.
e How to build and maintain relationships with customers.

e How to establish trust between you and customers.

e Know how and when to take accountability.

Section 3: The Fundamentals For Customer Service

e Developing soft skills from the bottom up.

e Demonstrate proficiency and consistency with customer standards.
* Be able to relay customer experiences and multiple platforms.

e Know how to take and handle customer feedback and complaints.
e Be able to apply excellent judgment in all situations.

e Know how to provide feedback on how you are improving the business for customers.

Section 4: Assisting Your Employees to Deliver A Perfect Service

e Providing feedback to employees individually.

e How to coach employees to improve on their weak areas.

e Be able to provide further training and support.

e How to provide regular meetings to keep employees on business changes.

« Identifying which employees require further support.

Section 5: Developing a Customer-Focused Attitude, Business Wide



¢ Implementing changes based on feedback.
e How to act on complaints, so they are less likely to recur.
¢ Providing incentives that may create a more motivating environment.
e Know how to acknowledge those who go the extra mile.
e Encourage those to work towards more senior roles and create an effective talent
management pool.

¢ Providing a consistent customer-friendly environment.
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The Power of Customer Satisfaction: Boosting Business Success

This article explores customer satisfaction, highlighting its importance for business success.
It covers how satisfaction can enhance loyalty, reduce churn, and provide valuable
feedback. It also details tools like surveys for effective measurement, emphasizing their role
.in improving services and products
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