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TURN GREAT SERVICE
INTO CUSTOMER LOYALTY

A practical customer service program designed to strengthen
customer-focused thinking, professional communication and
service recovery sKkills.

KEY AREAS

CUSTOMER-CENTRIC SERVICE

Develop a customer-first mindset and service excellence.

COMMUNICATION & EMPATHY

Strengthen active listening, rapport and emotional intelligence.

PROBLEM-SOLVING & SERVICE RECOVERY

Handle complaints, difficult customers and challenging situations effectively.

TRUST & LOYALTY

Create memorable experiences and build long-term customer relationships.
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PROGRAM SUMMARY




DESIGNED FOR CUSTOMER-FACING
PROFESSIONALS

» Customer Service Representatives

 Front Office & Reception Teams

 Sales & Business Development Professionals

e Call Centre & Contact Centre Staff

 Retail & Hospitality Professionals

 Relationship Managers

 Client Support Teams

 Team Leaders & Supervisors

« Anyone in a Customer-Facing Role




LEARNING OBJECTIVES

WHAT YOU WILL BE
ABLE TO ACHIEVE

Put Customers First

Develop a customer-centric
mindset and service
excellence approach.

Communicate Professionally Build Rapport & Empathy

Strengthen communication, Understand customer needs
active listening and and respond with empathy

customer interaction skills. and emotional intelligence.

Solve Problems Build Trust & Loyalty
Effectively

Develop practical
problem-solving skills.

Handle Difficult Customers

Manage complaints, challenging o)
situations and customer
expectations professionally.

Create stronger relationships
and encourage long-term
customer loyalty.

Take Ownership

Strengthen professionalism, and responsibility for
service outcomes.

Deliver Memorable Experiences

Create positive customer interactions
ACross every service touchpoint.




COURSE OUTLINE

CUSTOMER-CENTRIC
SERVICE & COMMUNICATION

01 CUSTOMER-CENTRIC MINDSET

Customer Focus - Service Excellence

02 PROFESSIONAL COMMUNICATION

Communication Skills - Active Listening

0 3 EMPATHY & EMOTIONAL INTELLIGENCE

Empathy - Rapport & Emotional Intelligence

04 CUSTOMER EXPECTATIONS

Understanding Expectations - Managing Challenging Situations

0 5 MULTI-CHANNEL SERVICE

Telephone Service - Email & Face-to-Face Communication




SERVICE RECOVERY &
CUSTOMER LOYALTY

0 6 DIFFICULT CUSTOMERS & COMPLAINTS

Handling Difficult Customers - Complaint Management

07 PROBLEM-SOLVING & SERVICE RECOVERY

Problem-Solving - Effective Service Recovery

O 8 TRUST & CUSTOMER LOYALTY
Building Trust - Long-Term Customer Relationships

O 9 MEMORABLE CUSTOMER EXPERIENCES
Customer Experience - Creating Positive Service Moments

1 O PROFESSIONALISM & ACCOUNTABILITY

Professionalism - Ownership & Service Accountability




LEARN THROUGH REAL
CUSTOMER SCENARIOS

LEARN BY DOING

Training Agen

PRACTICAL ACTIVITIES ROLE PLAYS

m : — Practice customer
Apply customer service —

Q00 S C — interactions, complaints
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SERVICE RECOVERY

Develop approaches for
resolving problems and
rebuilding customer trust.
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READY TO CREATE BETTER
CUSTOMER EXPERIENCES? '
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