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Reaching Superiority in Customer Support

Delivering High-Quality Services

I ntroduction

The goal of this training programme, Achieving Excellence in Customer Service, is to
provide participants with the best practices in customer service, negotiating techniques,
and communication skills necessary to transform their business from excellent to
outstanding. This customer service training is intended for organisations striving to
achieve the Customer Service Excellence Standard in order to enhance their customer
focus and foster a customer culture. This training curriculum, Achieving Excellence in
Customer Service, focuses on creating a culture of excellence in customer service and
gives participants a road map for analysing and enhancing the services they provide at
the individual and organisational levels.

Customer service representatives will learn vital skills in professionalism, effective
communication, service recovery methods, and stress management in this training
programme. You may counteract the impact of rising costs by giving a better client
experience via superior customer service. Employee satisfaction and brand loyalty may
be greatly increased by trained staff members who exhibit excellent customer service
abilities. This increases sales and client retention for the company. Gaining new clients
IS more expensive than keeping existing ones.

The following will be covered in this Course N Carry Achieving Excellence in
Customer Service training course:

Important Elements of Customer Service that Foster Brand Loyalty

World-Class Customer Service Providers' Best Practices.

Use Questioning, Active Listening, and Body Language as Crucial Communication Tools
Establish SMART goals and a customer-focused mindset to promote continuous
improvement.

Techniques for Service Recovery to Encourage Customer Retention

Objectives
After completing this training programme on achieving excellence in customer
service, you will be able to:

¢ Identify the significance of establishing and evaluating standards for customer service.
e Create a social media strategy to enhance customer assistance.



e Showcase how to handle challenging clients in a way that is professional.
e To boost productivity, use time management strategies and create SMART objectives.
e Gain knowledge of the demands of both internal and external customers.

Training M ethodology

The Achieving Excellence in Customer Service training course uses a mix of lectures,
breakout sessions to reinforce new skills, case studies, group discussions, and practical
exercises to promote delegate engagement. The complete course instruction manual
was created with ease of use, practicality, and learning facilitation in mind.

Organizational impacts
Here are only a few of the many, priceless advantages for your company:

A common corporate vision for customer-centric service

Improved reputation for professionalism among clientele

Enhanced client retention and revenue expansion

Enhanced cooperation and communication within and across departments
A staff that is more customer-focused and productive

Enhanced ability to resolve conflicts
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Following your participation in this training session on achieving excellence in
customer service, you will obtain:

¢ An understanding of the significance of providing exceptional customer service

World-class customer service providers' best practices

Improved communication and leadership abilities

Boosted self-assurance to deal competently with challenging or irate clients

The ability to modify your temperamental type in order to become more effective, flexible, and
adaptable

Enhanced productivity via better time management and goal-setting abilities

Who should attend?

A broad variety of professions may benefit from this Course N Carry Achieving
Excellence in Customer Service training course, but the following will be
especially beneficial:

e Customer service representatives on the front lines (CSR)
e Supervisors of Teams

e [Vianagers or bepartiments
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e Managers of Accounts
¢ Representatives of Field Services

Course Outline

Day 1

Improving Your Communication Skills for Customer Service

Using Questioning and Active Listening Techniques to Determine a Customer's Expectations
How to Interpret Your Customers' Body Language Like a Book

Working with Customers Who Are Analytical, Passive, Expressive, and Aggressive

How to Present a Professional Image Over the Phone

The Proper and Imperative Forms of Written Expression

Day 2

Laying the groundwork for achieving excellence in customer service

The Seven Expectations for Customer Service

Assessing Customer Service Satisfaction from the Inside and the Outside
How Can Customer Service Be Used to Boost Sales?

"Going Above and Beyond" to Encourage Superior Customer Service
Integrating Social Media into Customer Service

Keeping your company's online reputation safe

Day 3

Recovering Services: Resolving Issues and Disgruntled Clients

The Value of Consumer Complaints and the Reasons for Promoting Them
Encourage Workers to Finish the Task at Hand

How to Proceed with Customer Service Recuperation

Techniques to Help Comfort Anxious Clients

Controlling Your Emotions Under Tense Circumstances

Day 4

PersuasicneRrineiptes ead Expert Megabi atienFe6 Baigu eS:-vai: subhashini@itrobes.com
City Free Zone, Al Messaned, Sharjah, UAE
PO Box: 49638



The Six Principles of Persuasion by Cialdini

The Skill of Offering and Accepting Helpful Criticism

Techniques for Reaching Agreements That Will Benefit Both Parties
Avoid These Words and Tone

Value at Price Formula

Cross-cultural Negotiation

Day 5

Prioritising Continuous Improvement and Excellent Customer Service

Which action plan do you have?

Teamwork is necessary for customer service.
Sustaining an optimistic mindset

SMART Goal setting for Ongoing Improvement
Tips for Managing Stress to Boost Productivity
Final Course Review
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