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EXCELLENT CUSTOMER CARE
	1 Day Course

	Suitable for those persons who have direct dealings with customers either by telephone or in person and who wish to learn about the importance of providing a high quality service level.


	

	Aims & Pre-requisites

	To gain a better understanding of customers’ needs

To develop effective communication skills with the customer and within the team

To improve standards of service

To maintain customer loyalty

	Course Information

	· All courses commence at 9:30am and finish at 4:30pm

· Refreshments, buffet lunch and car parking included in the price (where appropriate)

	

	Course Content


	· Communication
	· Projecting the corporate image

· Building rapport for relationship building

· Communications skills – Listening – questioning

· Helping the non-technical customer verbalize issues 

· Efficient and effective listening methods

· Telephone techniques



	· Customer’s needs
	· Identifying customers, wants, needs and desires

· Responding to these needs

· Dealing successfully with frustrated customers 

· Involve customers in problem resolution 

· Delivering bad news 

· Delivering the WOW factor 

· Managing conflict and complaints

· Resolving complaints and complex problems 

· Ensure user respect and satisfaction 
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