UNFOLDING THE SECRET
TO ACHIEVE OUTSTANDING
SERVICE EXCELLENCE

OVERVIEW

This training is ideal for the new recruits in a company. Staff will learn the concepts, followed
up by numerous hands-on practical activities to learn the skills to walk out with specific best
practice customer service techniques that are essential for a professional customer service
representative to help to do a better job..

If you want to your staff to get even better customer feedback, provide great customer
experience and consequently align them to an expected level, this training program is very
much for you.

COURSE OBJECTIVES:

By the end of this training course participants will be able to:

v~ Understand how far customer service has evolved and acknowledge the effect of social media.

v~ |dentify ways to deal better with the different customer generations

v~ Practice active listening and customer lifestyle questioning.

v~ Learn useful memory tips and tricks to remember customers names and other details important to them
v~ (learly understand the importance of acknowledging both words and emotions.

v~ Learn a quick technique for handling angry customers

Vv~ |dentify 10 different best practice customer service techniques that can be used immediately back on the job.



TARGET AUDIENCE

Customer service staff and new recruits at all levels

COURSE OUTLINE

MODULE 1: REALITIES OF CUSTOMER SERVICE TODAY

® The realities of customer service today ® Customer lifestyle questioning
@ ROI of customer success

® Dealing with the different customer generations (GenX, GenY,
Baby boomers, traditional)

MODULE 2: sHARPEN YOUR LISTENING SKILLS AND MEMORY

® Stages of consciousness ©® Memory tips and tricks
® Active listening skill practice ® Acknowledge the words and the emotions

MODULE 3: TEN CUSTOMER SERVICE BEST PRACTICE TECHNIQUES

® The service recovery catch @ When turning negative experiences into
@ When dealing with angry customers and customers positive ones

showing strong emotions @ When the customer has been given wrong
© When you want customers to do something or follow your information

direction ® When we are in the wrong
© When the customer is arguing © When a customer requests a discount
® When the customer tells you they are having an issue © When a customer threatens to defect to

competition

©® When the customer expresses displeasure

Duration: 1 Day
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