Excellence in Customer Service: Essential Skills for
Success

Duration - 16 hours

Overview

This course provides essential customer service skills to enhance communication,
problem-solving, and customer satisfaction. It focuses on building strong relationships,
handling challenges effectively, and creating positive experiences that foster loyalty.
Ideal for professionals seeking to improve interactions and deliver exceptional service,
the program offers practical strategies to boost confidence and professionalism in
customer facing roles.

Audience Profile

This course is intended towards anyone working in customer service, sales or any other
roles that interact with customers across all levels of hierarchy who re either starting in
customer facing roles or looking to improve their skills.

Couse Syllabus

e Module 1: Introduction to Customer Service
e Whatis Customer Service?
e Why Customer Service is Important
e Key Skills for Great Customer Service

e Module 2: Communication Skills
e Howto Communicate Clearly
e Listeningto Customers
e BodyLanguage and How It Matters
e Handling Tough Conversations

e Module 3: Building Strong Customer Relationships
e Earning Trust with Customers
e Creating Positive Experiences
e Personalizing Your Service

e Module 4: Solving Problems and Handling Complaints
e Understanding Customer Problems



e Finding the Best Solutions
e Dealing with Complaints and Negative Feedback

Module 5: Keeping Customers Loyal

e Knowing What Customers Want

e Going Above and Beyond for Customers
e Building Long-Term Loyalty

Module 6: Professionalism and Good Service Habits
e Staying Positive

e Managing Your Time in Customer Service

e Being Professional in Every Interaction

Module 7: Handling Difficult Customers
e Different Types of Difficult Customers
e Howto Handle Angry Customers

e Turning Bad Situations into Good Ones

Module 8: Advanced Customer Service Skills
e Dealing with Complex Requests
e How to Sell More to Customers

e Using Technology to Improve Service

Module 9: Measuring Success and Improving Service
e How to Track Customer Service Performance

e Using Feedback to Get Better

e Always Improving Your Service



