Change Solutions Limited

Frontline Customer Service

	Course Description
	Many staff across an organisation have contact with customers.  Their competency in these interactions can build or harm the relationship, therefore an understanding of how to deal with these situations is vital.

This course gives an introduction into customer service and an insight into the issues that frontline staff need to develop.

‘Customer service will become the primary added-value function in every business.  Human involvement in service will shift from routine, low value tasks to a high value, personal consultancy on important issues, problems or desires for the customer.’

 
Business at the Speed of Thought, Bill Gates

This programme is interactive and highly participative encouraging delegates to bring their own experience to the group.

	Duration
	1 day 

	Who Should Attend
	Any staff member who deals with external customers on a regular basis including receptionists, accounts and clerical staff, sales staff and customer service staff.

	Course Content
	· General Introduction

· What customer service means to your business - what is the culture and vision of your organisation

· Identify internal customers /external clients

· Perceived customer needs/requirements

· The importance of client service to your organisation.  All staff must understand that the tasks that they perform have an indirect, yet critical bearing on the client relationship

· Keeping it simple, to make a significant difference

· Presentation/Personal Image, Attitude and Body Language 

· Dealing with customers 

· Telephone skills

· Email/fax/letter

· Questioning and active listening

· Demonstrating efficiency / instilling confidence

· Following through and going the extra mile

·  Dealing with difficult situations

· Aggressive customers

· What to do when you can't say "Yes"

· Escalation procedures and team support

· Encouraging repeat business and looking for opportunities for the organisation

	Learning Objectives
	By the end of this course, delegates will:

· Be able to describe the importance of delivering outstanding frontline customer service and how that impacts the success of the business

· Contribute to improved customer satisfaction measures

· Appreciate the different needs of customers and how to provide services to meet those needs

· Understand customer service roles and responsibilities

· Use the telephone courteously and efficiently

· Deal with complaints in a helpful and confident manner

· Follow through on all commitments made to a customer

· Be able to diffuse or resolve situations with difficult people 

	Approach
	This course is instructor led and includes:

· Role play

· Breakout groups

Skills are extensively practised so that the delegates are ready to implement new customer-directed behaviour on their return to work.

Delivery methods include scheduled courses and in-house workshops.

	Cost
	$395 member, $520 non member, NZD per delegate plus GST

In-house course, please call and ask for a price 
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