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Course Content & Outline

Section 1: Why Customer Service Matters

e How customer service affects the whole business.
e What happens after a negative experience?
e How rectifying errors can change customer opinion.

e The ability to create brand loyalty through service.

Section 2: Delivering World-Class Customer Service

¢ The benefits of supplying good customer service.

e Customer segmentation.

e Understanding what your customer is asking for.

¢ Putting yourself in the customer’s shoes.

e Creating the WOW factor and generating great reviews.

e Developing a good first impression.

Section 3: Developing Your Communication Styles

¢ The power of body language and non-verbal communication.
e Learning styles and personality types.

e The 4 customer types.

e Active listening and acting on feedback.

e Your customer’s learning style.

* How to achieve the best outcome.

e Telephone vs written communication.

Section 4: How IT Can Help Your Customer Service Offering

e Customer journey mapping.

e How can you improve your experience before your customer needs to contact you?
e Customer interaction before contact.

e Automating your customer service platforms.

e Utilising different types of contact methods.

e Reviewing your accessibility requirements.

Section 5: Benchmarking Against Competitors to Achieve A Higher Level Service.

e Reviewing competitors and what they have to offer.
» Mystery shopping and how to value service.



 Inner and outer customer expectations.
e Your customer care guidelines.
e The policies for written communication.

¢ Using social media to display your excellent service.

Section 6: Customer Feedback & Constructive Criticism

e Encouraging customer feedback and constructive criticism.

* Ways to reach out to your customers.

e How do you intend to feedback on your changes?

e How to work with difficult or demanding customers.

e The line between requesting and demanding.

e How to be firm with customers when they go too far.

e Recognising when you could have done better and going the extra mile.

Section 7: Continuous Improvement & Future Focus

e Auditing your changes.

e Revisiting project plans to aim for continuous improvement.

* Meeting the demands of customers in the future.

e Strategic customer-focused models to futureproof your business.
e Setting SMART targets.

e Gaining buy-in from your frontline employees.

e Training and development for a customer-focused future.
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Navigating Customer Service Challenges with Excellence in 2025

Master customer service excellence: boost satisfaction, handle complaints, and personalize
.experiences with tech-driven strategies
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