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Customer Support in the Public Sector

Providing Top-Notch Service in the Nonprofit Sector

I ntroduction

A customer-centric approach has advantages that are not just seen in the private sector.
Prioritising the needs and desires of individuals can benefit government organisations at
all levels. With the advent of new technologies like smartphones and applications that
provide private sector customers with unprecedented levels of ease, speed, and
transparency, consumer expectations are only rising. At the same time, the public sector
is finding it challenging to provide services of a comparable high calibre due to
government budget constraints. It should come as no surprise that many people find
dealing with government organisations to be frustrating and disappointing given the
rising expectations of consumers.

The goal of this training programme, Customer Support in the Public Sector, is to equip
participants with the communication techniques, negotiation tactics, and best practices
for customer service in the public sector so they can dramatically enhance customer
service while cutting expenses and raising employee satisfaction. After completing this
curriculum, delegates will be able to gauge customer satisfaction and implement the
design principles required to organise their company in a customer-centric approach,
enabling them to react quickly to shifting customer service requirements.

This training session on Course N Carry will emphasise:

Examine best practices for customer service in the public sector.

Boost the efficacy of your conversations by honing your nonverbal, listening, and questioning
techniques.

Assess and track customer service satisfaction in the public sector

Become more adept in negotiating, persuasion, and conflict resolution

Increase customer service engagement in the public sector by using social media

Objectives
Upon completion of this training programme, you will be able to:
e Create proactive guidelines and practices for customer service.

o Effectively deal with the four different consumer personality types
e Comfort irate or challenging clients both in person and over the phone



e Control your feelings when under pressure

e Improve your questioning and listening abilities to learn more about your customers' true
demands.

e Establish SMART objectives to raise customer satisfaction levels over time.

Training M ethodology

Delegate engagement is encouraged in this Course N Carry Customer Support in the
Public Sector training course with a mix of lectures, group discussions, hands-on
activities, case studies, video clips, and breakout sessions that are intended to reinforce
new skills. The thorough course handbook has been designed to be useful, simple to
use, and aid in learning.

Organizational impacts
Here are only a handful of the numerous, priceless advantages for your company:

Create a proactive, customer-focused vision for public sector services.
Enhanced credibility in the eyes of the public

Less complaints and higher levels of customer satisfaction

Improved cooperation and communication within the organisation
Reduced turnover and increased work satisfaction among employees
Improved customer dispute resolution and service recovery abilities

Personal | mapct
Following your attendance at this training session, you will obtain:

An understanding of the significance of excellent customer service in the public sector
Customer service providers in the public sector: best practices and policies

Expert communication abilities to enhance your career progression

The ability to confidently negotiate with challenging or irate clients

Developing efficient time management and goal-setting techniques will boost output.
Time-tested methods for lowering stress and preserving a healthy lifestyle

Who should attend?

This training programme, especially created for public services and government
organisations, teaches public servants how to improve customer satisfaction through
practical examples.
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A wide range of professionals can benefit from this Customer Support in the
Public Sector training course, but the following will be especially beneficial:

e Employees of federal, state, and local government agencies at all levels
Workers in the Public Sector

Supervisors of customer service and department managers

Employees of Nonprofit Organisations

Employees of utilities and public transportation

Course Outline

Day 1

Boosting Client Support Development of Interpersonal and Communication Skills

e The Seven Expectations for Customer Service

Recognising the Nonverbal Communication of Your Customers
Utilising the Four Temperament Styles of Customers

Using Questioning and Active Listening to Improve Customer Service
Methods for Providing and Getting Client Feedback

Day 2

Constructing a Customer-Centric Organisation in the Public Sector

Creating a Culture of Top-down Customer Service

Customers: Internal vs. External

Common Characteristics of All Effective Leaders

The Best and Worst Customer Service Providers in the Public Sector
Going Above and Beyond to Exceed Client Expectations

Employee Empowerment in Customer Service

Day 3

Using Social Media's Power to Enhance Customer Service

¢ The Advantages of Increasing Customer Engagement Through Social Media
¢ Adapting to a Changing Technology Quickly

¢ Best Practices for Social Media Customer Service in the Public Sector

e Tools for Monitoring Social Media
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Day 4

Assessing and Tracking Customer Service Satisfaction in the Public Sector

e The Advantages of Monitoring Customer Service Contentment

Setting Up Requirements for Measuring and Monitoring Satisfaction with Quality Customer
Service

The Best Procedures for Documenting and Tracking Customer Support Issues

The Supervisor's Function in Resolving Conflicts

Controlling Your Emotions Under Tense Circumstances

Techniques for Dealing with Tough or Demanding People

Day 5

Achieving Excellence in Customer Service in the Public Sector

e Which action plan do you have?

Your Attitude Affects Things

SMART Goal-Setting for Ongoing Improvement

Tips for Managing Stress to Keep a Balanced Lifestyle
Time Management Ideas to Boost Everyday Output
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