ommunity I ! T:780.349.2903
S , ,f g /' www.tawatinaw.albertacf.com

ST AL

—

-
.

Would you like your employees to gain the knowledge, skills and

competencies needed to create greater customer satisfaction and loyalty?
Then Customer Service:101 is for you!

« Creating a Positive Impression «  In-person/phone/electronic Customer Service

« ldentifying Customer Needs «  Dealing with Difficult Customers

9:00am — 12:00pm or 1:00 — 4:00pm
Community Futures Tawatinaw Region Office

For Further Information or T: 780-349-2903 10611 100 Ave
to Register Contact: E: cftrinf@telus.net Wesliock, AR



Customer Service Course Outiine:

Maodule One: Getting Started

" [cebreaker

. Housekeeping ltems
= The Parking Lot

" Workshop Objectives

Modulé Two: Who We Are and What We Do

®  _Who Are Customers?finternal/external)-.——

-® - WhatisCustomer Servica? -
" Who Are Customer Service Providers?

Module Three: Establishing Your Attitude

Appearance Counts!
The Power of a Smile
Staying Energized
Staying Positive

Module Four: Identifying and Addressing Their Needs

®  Understanding the Customer's Problem
¥ Staying Outside the Box

" Meeting Basic Needs

" Going the Extra Mile

Module Five: Generating Return Business

*  Following Up
¥ Addressing Complaints
" Turping Difficult Customers Around




Module Six: In-Person Customer Service

¥ Dealing With At-Your-Desk Requests
" The Advantages and Disadvartages of in-Person Communication
¥ Using Body Language to Your Advantage

Module Seven: Giving Customer Service over the Phone

®  The Advantages and Disadvantages of Telephone Communication
= Telephone Etiquette
#  Tipsand Tricks

Module Eight: Providing Electronic Customer Service

= The Advantages and Bisadvantages of Efectronic Communication
n Understanding Netiquette

= Tipsand Tricks

= Examples: Chat or e-mail

Madule Nine: Recovering Difficult Customers

De-Escalating Anger
Establishing Cornmon Ground
Setting Your Limits

Managing Your Own Emotions

Module Ten: Understanding When to Escalate

L] Dealing with Vulgarity
" Coping with Insults
" - Dealing with Legal and Physical Threats -

Module Eleven: Ten Things You Can Do To WOW Every Time

= TenTips

Module Twelve: Wrapping Up

Words from the Wise

Review of Parking Lot

Lessons Learned

Completion of Action Plans and Evaluations




