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Achieving Excellence in Customer Service

Duration: 5 days

DAY 1: Foundations of Exceptional Customer Service & Persuasive Communication
Module 1: Understanding Excellence in Customer Service
e What “Customer Service Excellence” means in today’s competitive landscape
e Shifting from service delivery to experience creation
e The cost of poor service vs. the value of customer loyalty
e Customer expectations across industries and channels
¢ Role of frontline professionals as brand ambassadors
Module 2: The Psychology of Customers
o How customers think, feel, and decide
o Emotional drivers behind customer behavior
¢ Understanding customer needs: stated vs. unstated
e Managing customer perceptions and firstimpressions
Module 3: Being a Persuasive and Compelling Communicator
e Elements of persuasive communication in customer interactions
e Building credibility, trust, and influence quickly
e \Verbaltechniques: tone, pace, clarity, and confidence
o Non-verbal communication: body language, facial expressions, and presence
e Choosing the right words: positive language and framing
Module 4: Structuring Customer Conversations
e Opening conversations with impact
o Asking powerful, clarifying questions
o Active listening techniques for better understanding
e Summarizing and confirming customer needs

¢ Closing conversations with confidence and assurance

DAY 2: Handling Difficult Customers & High-Pressure Situations
Module 5: Understanding Difficult Customer Behavior

o Types of difficult customers (angry, demanding, silent, unreasonable)



o Root causes of customer frustration and conflict

e Recognizing emotional triggers and escalation points
Module 6: Staying Calm Under Pressure

¢ Emotionalintelligence in customer service

¢ Managing your own emotions during difficult interactions

e Techniques for maintaining professionalism and composure

e Stress management during high-volume or high-stakes situations
Module 7: De-escalation Techniques

e Steps to calm angry or upset customers

e Empathy vs. sympathy: knowing the difference

o Using acknowledgment and validation effectively

o Language that defuses conflict vs. language that escalates it
Module 8: Handling Complex & Sensitive Situations

o Managing complaints, service failures, and policy pushback

e Saying “no” without damaging the relationship

¢ Handling customers when you are not at fault

e Managing unrealistic expectations professionally

DAY 3: Customer Feedback - Do’s, Don’ts & Continuous Improvement
Module 9: Understanding Customer Feedback
o Why customer feedback is critical for business success
o Types of feedback: compliments, complaints, suggestions, and criticism
e Formalyvs. informal feedback channels
Module 10: The Do’s and Don’ts of Customer Feedback
o Do’s: listening openly, thanking customers, documenting accurately
o Don’ts: being defensive, interrupting, over-promising
¢ Handling negative feedback without taking it personally
¢ Managing feedback in real-time vs. delayed responses
Module 11: Responding to Feedback Effectively
e Structuring professional feedback responses

e Apology frameworks: when and how to apologize



e Turning complaints into service recovery opportunities
e Following up with customers post-resolution
Module 12: Using Feedback to Improve Service Quality
o |dentifying patterns and recurring issues
e Collaborating with internal teams for service improvement
e Creating personal and team-level improvement plans

e Measuring the impact of feedback-driven changes

DAY 4: Building & Protecting Your Brand’s Reputation Through Service Excellence
Module 13: Understanding Brand Reputation

o What brand reputation really means to customers

e The link between customer service and brand perception

e Moments of truth in the customer journey
Module 14: Every Interaction Shapes the Brand

o Consistency in service behavior across touchpoints

e Aligning personal conduct with brand values

e Managing service standards and service promises
Module 15: Reputation Risks & Crisis Situations

e Common service-related reputation risks

e Handling service failures that impact brand image

o Responding professionally during crises

e Escalation protocols and internal communication
Module 16: Creating Brand Advocates Through Service

e Delivering “above and beyond” experiences

e Personalization in customer service

e Encouraging positive word-of-mouth

¢ Building long-term customer relationships

DAY 5: Social Media, Digital Customers & Ongoing Customer Dialogue
Module 17: The Power of Social Media in Customer Service

¢ How social media has changed customer expectations



e Public vs. private customer interactions

e Speed, transparency, and tone in digital responses
Module 18: Handling Customers on Social Media Platforms

o Respondingto complaints, queries, and praise online

o Professional language for social media communication

e Managing trolls, negative comments, and viral complaints

¢ When to take conversations offline
Module 19: Creating an Ongoing Dialogue with Customers

e Engaging customers beyond issue resolution

e Proactive communication strategies

o Using social listening to understand customer sentiment

e Building trust and loyalty through consistent engagement
Module 20: Integrating Service Excellence Across Channels

o Omnichannel customer experience: phone, email, chat, and social media

e Ensuring consistency in tone and service quality

e Personal accountability in digital customer service
Program Wrap-Up & Action Planning

o Key learnings and takeaways from all 5 days

o Personal customer service excellence action plan

¢ Commitment to continuous improvement

o Feedback and program closure



