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Course: Customer Service Excellence
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Customer focused organisations know that delivering excellence in service does not
happen by accident. It requires careful integration of key factors that together set the
company apart from competitors, win and retain profitable customers and attract,
motivate and keep best staff. In this five-day programme delegates will learn the core
practices and skills that successful businesses employ to consistently deliver world-
class customer service experiences.

PROGRAMME OBJECTIVES

« Improve service delivery standards, reflected in higher levels of customer
satisfaction and bottom line profits

« Build a customer focused culture

 Lead customer service performance and professionalism in their organisation

« Improve business performance and the customer’s experience

 Recruit, train and motivate staff

» Develop and improve internal service standards

« Assess internal and external skills based development programmes

TRAINING TERMINOLOGY

This programme is designed to be highly interactive, challenging and stimulating.
Delegates will learn by a combination of active participation using programme
materials, case study review, discussion, syndicate group work, skills practice
exercises, training videos and exploration of relevant organizational issues. This
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programme synthesizes use of relevant organizational theory and customer service best
practice with core communication strategies and skills.

PROGRAMME SUMMARY

« How delivering excellence in customer service is a way of driving greater return on
investment

« Why business must be aligned around the customer to succeed

 The role of strong leadership as an aid to decision making on customer service
issues

« How to encourage a philosophy and culture of ‘living and breathing customer
service excellence’ in your organisation

« How to ensure you are attracting, motivating and retaining the best people

« Why skills training and development in staff is essential to excellence in customer
service

» How to use high performance coaching techniques

« How to encourage positivity in the workplace

PROGRAMME OUTLINE

The business case for customer service excellence

« Why excellence in customer service is a hot business boardroom issue
« Understanding what your customers expect

« Benchmarking for competitive success

» Meeting and exceeding changing customer expectations

« Assessing your organisational culture for customer service focus

« Core foundations for building a customer centric culture

« Overcoming obstacles to customer service excellence

Improving customer service standards
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« Showing your customers you are serious about providing customer service
excellence
 Resolving customer service challenges positively
> The six hats problem solving approach
o Shifting perceptual positions
> Resolving complaints, disputes and conflict
> Role modelling top performers in customer service.

« Moving closer to the customer - rapport skills to build better relationships

Creating a culture of service excellence through continuous learning

« What is a learning organisation?

« Creating a vision for customer service excellence and continuous learning in your
organisation

 Applying continuous learning strategies to customer service excellence

« Planning for change - using the Neurological levels model

 Leading by example - teaching others through behavioural excellence

 There is no failure only feedback - moving forward for personal and business
growth

 Building team work, cooperation and collaboration with colleagues

Hiring for attitude - training for skills

« The importance of a strong value set in customer service delivery excellence
 Core customer service qualities and competencies

« The transferability of customer service skills

 Retaining and motivating your best people

« Developing staff engagement in the business

« Understanding the psychological contract and its impact on staff

 Using rewards and incentives to motivate performance

« The importance of the team leader/supervisor in frontline staff employment
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 Addressing ‘real life’ work challenges in customer service excellence
Assessing customer service training and development programmes

« Why skills training is on the boardroom agenda of successful organisations

« How to develop customer service excellence to compete in a global marketplace

« What to look for when choosing a skills development or training programme

 Addressing attitudinal issues in learning

« Assessing the impact of customer service training in the workplace on the
customer, the team and the business

 High performance coaching methods for customer service excellence and staff
retention

« Maintaining positivity in the workplace

« Action planning to take the learning back and develop it further
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The Scandinavian Academy for Training Center adopts the latest scientific and
professional methodologies in training and human resource development, aiming to
enhance the efficiency of individuals and organizations. Training programs are
delivered through a comprehensive approach that includes:

 Theoretical lectures supported by PowerPoint presentations and visual materials
(videos and short films).

« Scientific evaluation of participants before and after the program to measure
progress and knowledge acquisition.

 Brainstorming sessions and practical role-playing to simulate real-life scenarios.

« Case studies tailored to align with the training content and participants work
nature.

» Assessment tests conducted at the end of the program to evaluate the achievement
of training objectives.

Each participant receives the training material (both theoretical and practical) in
printed form and saved on a CD or flash drive. Detailed reports, including attendance
records, final results, and overall program evaluations, are also provided.

Training materials are prepared professionally by a team of experts and specialists in
various fields. At the end of the program, participants are awarded a professional
attendance certificate, signed and accredited by the Scandinavian Academy for Training
Center.

Program Timings: 9:00 AM to 2:00 PM
The program includes:

* A daily buffet provided during the sessions to ensure participants comfort.

« A closing ceremony on the final day to distribute certificates and celebrate
participants achievements.

* Note: All prices are exclusive of 15% Value Added Tax (VAT).
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