Customer Service Excellence

Course Objectives: 

The course focuses on the methods & skills required to maintain an effective “Customer Service Plan” to reach customer satisfaction & customer loyalty 

 At the end of the program the delegates will be able to:

· Gain knowledge of an effective customer service philosophy  

· Understand the requirements of customer service.

· Develop a successful customer service plan related to the trainees’ line of work.
Course Outline:

· Introduction To Customer Service:

1. The importance of Customer Service

2. Keeping your customer

3. Reasons for poor service

4. What Customers really want & expect

5. Why customers get upset

· Customer  Retention:

1. Customer service marketing

2. Managing complaints

3. Customer Care

4. Tips for customer retention

5. Handling customer complaints

·   Understanding Your Personal Impact:

1. Communication Styles and  rapport

2. Intrapersonal skills

3. Interpersonal skills

4. Building relationship via feedback

·   Generating Customer Loyalty:

1. Is your organization ready?

2. CRM holistic

3. CRF relevance factors

Who should attend?

· Customer service agents

· Sales representatives

Managers & supervisors
