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Customer Service Excellence
Course Overview

Let’s be honest, they're the single most important thing to any business.  Without them there would be no business, no income and no jobs.  Competition is tough today - sales, reduced prices, cheaper buying prices and much more choice than ever means attracting customers is becoming harder than ever.  You could have the cheapest prices in the world or the best offers in the world, but customer look for more than that.

In many cases the difference between making and losing a sale or retaining or losing a customer is the service that you provide them.  A known fact is that if someone receives poor customer service they tell on average 14 people, good service they tell less than 5.  This means if you get it wrong the consequences could be disastrous.

Our 2 day customer service programme will investigate what good customer service is, how you define it and what you can do to deliver exceptional customer service.

We'll look at case studies of business who claim to and have been proven to deliver world class customer service, and what you can learn from these companies and take back to your own business.

The course will cover:

· What is good customer service?

· What if you get it wrong?

· Who's got it right?

· Customer Service Models

· Dealing with complaints

· Your behaviour

The session is very interactive with lots of discussion, role-play scenarios and an action planning session.

Course Objectives
By the end of the session you will have:

· Enhanced your self awareness on your customer service skills 

· Greater understanding of customer expectations, perceptions and needs

· Learnt techniques and structures to consistently deliver exceptional customer services

· Increased your confidence and communication skills

· Started the process of considering customer service strategies to apply with your own customers

Session Breakdown

What is ‘World Class’ Customer Service?
· What does world class customer service look like
· Who is currently delivering world class service and what can we learn

Service Expectations
· What do our customers expect and why
· What happens if we fall short of expectations

Communication Skills
· What are the skills that are necessary to deliver world class service
· Questioning, listening and building rapport with customers

Your Behaviour With Customers
· Understanding how your behaviour can impact on your relationship with the customer
· Using and Demonstrating empathy with customers
· Being assertive with customers when necessary
· Dealing with customer complaints effectively
Skills Practice
· Using the skills from the two days and putting everything into practice
Course Information

This is a two day training event that Revolution Learning and Development deliver on an open basis at locations across the UK.  We can also deliver this event at or in close proximity to your organisation if this is required.

If you chose to have us deliver this specifically for your organisation, we can make this more bespoke to your needs.

The cost of our open courses includes the learning materials, refreshments during the day and lunch.

If required, we can also arrange accommodation at or in walking distance from the venue.  Please contact us to arrange this.

To see prices and when and where we are next running this event or to book, visit our website www.revolutionlearning.net or call David on 07595218200.

Or, to discuss your individual needs, email info@revolutionlearning.net or call David on 07595218200.

Booking terms and conditions are available on our website.
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