Delivering Superior Customer Service- 1 Day
How To Surpass Customer Expectations

CourseDescription: Thisone-day courseisdesigned to teach the skillsneeded to impact customerswith higher
quality service. Thiscoursefocuseson the behavioral side of customer service. Participantswill learn how to
handle agitated cusomersin aquality manner and reduce potential problems. Participantswill learntechniquesthat
communicateacaring attitude aswell aschangethe customer’ s perception of the service being received.

Course Objectives:

Review current hindrancesfacing organizations

* Analyzewhy every company should be concerned about customer service
o Comparecustomer expectationsto customer ddliverables

» Definecustomer service

» Evauatecustomer expectations

»  Break downtop customer complaints

* ldentify how tobuild credibility with customers

*  Assesshow to bond with customers

* ldentify waysof persuading customersto provide moreinformation
» Choosedigtinct connectionsevery customer must receive

»  Ratehuman factorswhich midead communication

*  Understand ungpoken signalswhich distort communication

* Understand how to put activelistening to work

» Sdectwaysfor handling problem customers

* Review methodsfor calming downirate customers

» |ldentify specid caretotheederly or chronicaly ill

» Discussfeedback systemsthat work

* Measurewarning signasthat customer serviceisdying
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