Customer Service programme
Objectives: By the end of the course participants will be able to

· Identify and apply the skills to deal with customers face to face including difficult customers.

· Identify and explain a common procedure when dealing with customers whether by email, telephone, letter or in person.

· Practice using positive language and listening skills whether face to face or on the telephone & explain and demonstrate the “Excellent service” equation

· Recognise and be committed to excellent customer service.

The programme

0930
Introductions, our assumption and objectives of course


What do our customers want?


1000
The 5 steps to excellent customer service – the service 



process/procedure.
1100
Coffee

1115
Taking the initiative and making choices



Using negative customer experiences to our advantage
1130
Communicating & responding with customers – listening and 


understanding different personalities – the parents, the adults and the 

children. 
1230
Lunch
1315
Taking responsibility and problem solving with a customer- small 


group exercise on specific examples

1415
Caught in the line of fire. 



How to deal with anger – staying calm and responding?



Being assertive with customers

1500
Coffee

1515 Beliefs we can choose to accept about our customers
1545
Learning review and personal action planning

       1600
Close


Access handouts by going to www.e-russell.com and clicking education 
