Delivering Customer ship — 2 Days
How To Deliver and Exceed Customer Service Expectations

CourseDescription: Thistwo-day coursewill examinethe customer serviceprocess. It will teach each participant
waysto impact the customer with higher quality service. Thiscoursewill focus on shifting the customer from
complainer to word-of-mouth advertiser. Participantswill learn how to handle agitated customersin aquality
manner aswell ashow to reduce potentia problems. They will learn techniquesthat communicateacaring attitude
aswell aschangecustomers perceptionsof theservicethey arereceiving. Thiscoursewill present best practices
incustomer servicecompanies.

Course Objectives:

Evauate current hindrancesfacing organizations

Discusscresating aculturewhich reinforces customer service
Examinewhy every company should be concerned about customer service
Compare customer expectationsto customer deliverables
Definecustomer service
Record customer expectations
Analyzethebenefitsof customership
Discusscustomer buying habits
Develop solutionsto top customer complaints
Comparetechniquesfor getting customersto agreewith you
Definewaysto build credibility with customers
Discussdifferencesbetween claims, benefitsand festures
| dentify how to bond with customers
Anayzestepsto hel p customersgive moreinformation
Predict distinct connectionsevery customer must receive
Choose human factorswhich mid ead communication
Judge unspoken signa swhich distort communication
Citeway of putting activelistening towork
Comparewaysfor handling problem customers
Design methodsfor calming downirate customers

Formulate checkpointsto verify integration of customer service
| dentify feedback systemsthat work
Design culturefor superior customer value
Create customer va ue points
| dentify priceinfluencersfor the customer
Definequalitiesof acustomer service superstar
Composecriteriafor customer value points
Discussfuture of partnering and how to move customersinto thisrelaionship
Createaction plan for establishing partner relationships
L abel warning signasthat customer serviceisdying
Develop fivewaysof turning your customer serviceinto theleader of the pack
Compareitemsfor adding valueto the customer
Discusspriceand how it affectsthe customer buying behavior
Createasystemfor retaining customerslong term
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