Excelling in Customer Service
Introduction
What does customer service mean to your organisation? This 1 day course addresses how to ensure that customers have a positive image of your organisation, and how this image can be sustained and developed. The course enables delegates to understand the vital importance of customer service to any organisation and assists them to provide an excellent standard of customer care. This results in customers being treated properly by staff who understand the importance of their role, and how to fulfil it, so as to maximise benefit to the company.
 

Who Will Benefit?
 
Anyone who comes into direct contact with customers, either face to face or on the phone, or who manages people who do.
At the end of the course delegates will:

· Understand what good and bad customer service looks like
· Understand customers’ needs and expectations
· Have enhanced customer handling skills
· Be able to turn complaints into opportunities
· Be able to deal with difficult customer interactions confidently and positively
 

Course Content
 
Session 1 Understanding Customer Service
· Customer service defined
· The 3 Ps (products, processes, people)

· You are the customer!

· Who are your customers?

Session 2 Understanding Customer Needs and Expectations
· Explicit and implicit expectations
· Meeting and exceeding expectations

Session 3 Communication Skills
· First impressions
· Ambassadors

· Face to face customer contact

· Customer service on the phone

· Getting your message across

· Positive language

· Listening skills

Session 4 Handling Complaints
· Why don’t customers complain?

· How to handle complaints
· How to avoid complaints

Session 5 Dealing with Difficult Customers
· Causes of conflict
· Levels of conflict

· Responding to conflict

· Preventing conflict

· Resolving conflict

Session 6 The Assertive Approach
· Assertiveness defined
· Aggressive, passive and assertive behaviours
· Delivering difficult messages positively

· Assertive techniques

Session 7 Customer Service Skills Practice
· Delegates participate in a series of skills practice scenarios and receive feedback
Session 8 Review and Close
The course is 1 day long. 
 

Pre-requisites
 
There are no pre-requisites.
