putstanding fashion

Objectives

Participants will:

Use best practice in
customer
communications

Focus on end results for
ou, customer and the
usiness

Gain the ability to deliver
messages efficiently

Understand the impact of
Iaq?uage,bodylanguage
and voice

Handle all aspects of
customer service
confidently and
professionally

“Without great employees you can never have
great customer service” Richard F. Gerson

Benefits
Clear focus on achieving results

Improved effectiveness in
customer handling

Consistent approach to the
provision of customer service

Industry-leading customer-
focussed service
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y, ( Benefits
Introductions
L

~

Follow up

Outcome focus
Challenging situations

Calm down, you, but )
Talking the same language Using language
J
Customer Service
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Active listening -
= / ( Handling angry customers

r 1
Our brains
Perception ]
~
a Outcomes reducing stress
.
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{11} \ Planning communications
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What is a customer?

-
. ] [Who are our customers?
Views on customers
J L Customer needs?
\
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" , Standing in the customers' shoes

Clarifying questions

Building rapport
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