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Vr\lice | Exceptional customer service is one area that can set your
mef s 4 organisation apart from your competition. Arm your employees
Customer ‘e . . . ur

¢ o with the best tools available to provide great service internally,

S . excellen as well as service that turns prospects into customers and turn
ervice L — r"\ new customers into repeat customers. This hands-on class from

= : pdtraining does just that!

Fun and engaging customer service training courses are available
now throughout Australia, including Brisbane, Sydney,
Melbourne, Adelaide, Canberra and Perth.

Customer Service Training Course Outline

Foreword:

In order to create customer satisfaction, you need to go beyond good customer service and exceed your customers’ expectations
with consistently exceptional service. In order to achieve this it is important to ask yourself some questions:

e Does your staff have the right skill sets to deliver exceptional customer service?

e  Currently how do they develop good customer service skills?

e Isthere a plan to continuously improve customer service?

e s the voice of the customer given the necessary priority?

e Isthere customer service satisfaction?

e Can they communicate and listen effectively to uncover the customer’s true needs?
e Do they understand the importance of internal customers?

Prospects are converted into customers by good sales techniques. But what converts new customers to repeat customers is
customer satisfaction, which can only be achieved by exceptional customer service.

This Customer Service Training program is for professionals who want to make a significant contribution to their company’s image or
bottom line and make their own lives easier by consistently providing exceptional customer service.
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Learning Outcomes

e Understand what customer service means in
relation to internal & external customers

e Recognise how one's attitude affects service
standards

e Master ways to develop & maintain a positive,
customer focused, attitude

e Develop needs analysis techniques to better
address customer needs

e Learn outstanding customer service techniques to

generate return business

Customer Service Training Course - Lesson 1
Who we are and What we do

e Who are customers (internal/external)?
e What is Customer Service?
e  Who are customer Service Providers?

Customer Service Training Course - Lesson 2
Establishing your Attitude

e Appearance counts! (even if not in person)
e The power of the smile

e  Staying energised

e  Staying positive

Customer Service Training Course - Lesson 3
Identifying and Addressing their Needs

e Understanding the customer's problem

e  Staying outside the box (not jumping to conclusions)
e  Meeting basic needs

e Going the extra mile

Phone: 1300 121 400
Email: enquiries@pdtraining.com.au

e Learn techniques for developing good will through
in-person customer service

e Learn take away techniques for service excellence
over the phone

e Gain insight to connecting with customers online

e Master techniques for dealing with difficult
customers

e Acquire tools for recovering difficult customers

e Understand when to escalate

Course Length

e 1-day

Customer Service Training Course - Lesson 6
Giving Customer Service over the Phone

e The advantages and disadvantages of telephone
communication

e Telephone etiquette

e Tips and tricks

Customer Service Training Course - Lesson 7
Providing Electronic Customer Service

e The advantages and disadvantages of electronic
communication

e Understanding netiquette

e Tips and tricks

e Examples: chat or e-mail

Customer Service Training Course - Lesson 8
Recovering Difficult Customers

e De-Escalating anger

e  Establishing common ground
e Setting your limits

e  Managing your own emotions
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Customer Service Training Course - Lesson 4
Generating Return Business

e Following up
e  Addressing complaints
e  Turning difficult customers around

Customer Service Training Course - Lesson 5
In-Person Customer Service

e Dealing with at-your-desk requests

e The advantages and disadvantages of in-person
communication

e Using body language to your advantage

Web Links:

View this course outline
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Customer Service Training Course — Lesson 9
Understanding when to Escalate

e  Dealing with vulgarity

e  Coping with insults
e Dealing with legal and physical threats

Customer Service Training Course — Lesson 10
Ten Things you can do to WOW every time!

e We'll share our tips!

e  http://pdtraining.com.au/customer-service-training

In-House Training — Instant Quote

e  http://pdtraining.com.au/in-house-training-instant-quote/

Public Classes — Enrol Now!

e http://bookings.pdtraining.com.au/publicclassbooking.aspx

Customer Service Training Courses are delivered by
In Brisbane, Sydney, Melbourne, Adelaide, Canberra, Perth and Australia wide.
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