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CUSTOMER SERVICE

Workplace Essentials
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	ON-SITE LEARNING WORKSHOP
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	VIRTUAL LEARNING
SCALABLE TOPIC DELIVERY

	Choose on-site learning workshop or customize your virtual learning session.
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	TOPIC OBJECTIVES AND TIMING

	20
	To gain a broader understanding of who our customers are.

	15
	To gain a broader understanding of what is involved in customer service

	15
	To gain a broader understanding of who provides customer service

	10
	To understand how our appearance affects how we interact with others.

	10
	To understand how a smile can affect our attitude when we interact with customers.

	10
	To develop strategies to stay energized throughout the day.

	10
	To develop strategies to help maintain a spirit of optimism.

	10
	To develop strategies for learning what customers need?

	10
	To understand that it is easy to make wrong assumptions about customers’ motives.

	15
	To understand what it takes to meet customers’ basic needs.

	10
	To understand the value of providing service that goes above and beyond what customers expect.

	10
	To understand the importance of following up on transactions

	15
	To develop a positive approach to handling complaints

	15
	To develop positive strategies for dealing with difficult customers.

	10
	To develop strategies for dealing with in-person customer interactions at your desk.

	10
	To understand the advantages and disadvantages of in-person customer service, and to learn how to overcome the disadvantages

	15
	To understand how body language affects communication with customers

	10
	To understand the advantages and disadvantages of providing customer service over the phone.

	15
	To understand the principles of telephone etiquette.

	10
	To share best practices about providing customer service over the phone.

	10
	To understand the advantages and disadvantages of electronic communication.

	10
	To understand how to use email appropriately.

	15
	To share tips and tricks for handling electronic communications more efficiently.

	5
	To learn how to avoid unnecessary back and forth messaging.

	10
	To understand how to help angry customers calm down.

	15
	To understand how to establish common ground with dissatisfied customers.

	10
	To understand how to handle a situation in which you do what a customer wants you to do.

	10
	To understand the importance of keeping your emotions under control when dealing with difficult customers.

	10
	To understand how to respond to a customer who uses vulgar language.

	10
	To understand how to respond to insults from customers.

	10
	To understand how to respond to legal and physical threats.































CUSTOMER SERVICE, continued
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	TOPIC OBJECTIVES AND TIMING

	10
	To learn strategies for providing exceptional customer service.
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Learning starts with the first conversation.™
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