CUSTOMER SERVICE TRAINING PLAN

Module

Training Ohjective

Focus Areas

Method{s) of Instruction

Duration - Breakup

Total Duration

Wiglcome Presentation

To give paticipants an overview of
the Training Program; allow
patticipants to =et ground rules
during training and formulate

Instructor-led

PowverPoint including open-
ended guestions for eliciting
ohjectives

Having a Zervice Mindzet for
Effective Customer Service

To enable participants understand
the importance of having & service-
ariented mind=zet in customer
ZErvice

zervice Mindzet —\What iz g7
zervice Mindzet — Wby
Aftitude toveard the workplace
Beliets and their influence on
hehavior

In=tructor-led Training (LT
Group Discussion
Individual Exercizes with
Worksheetz

20 min. (Instruction)
40 min. [individual exercizes
and group discussions)

Howy To Dizplay a Service
Mindzet?

To enable padicipants develop and
dizplay a service-oriented mindset
far them to service customers
hetter

Crynership

Thoughtfulness and rezponsiveness
Apologizing

Appreciating

Common courtesies wwhile talking to
customers

Caze studies related to
customer-zervice situstions
Completion of worksheets after
a customer-zervice game

ILT coupled with dizcussions
with pariciparts

PowverPoirt including
technigues to dizplay the
techniques a= a part of the

20 min. (instruction)

40 min. (case-study
dizcussions; completion of
wirksheets hased on
cLstomer-zervice games)

Moments of Truth in Customer
SErvice

To enable padicipants understand
the importance of leaving a lasting
impression with customers any time
customers come in contact with the
organization -- enzure they meet
and exceed customer expectations

Culture of Committment

Momentz of Truth in customer
Zervice

Examples of moments of truth in
customer zervice

Buzinezz caze study
Sroup Activity
Audio-vizual file

ILT

20 min. (caze study)
20 min. [group activity !
dizcuz=zion and &% File)
20 min. finstruction)

Internal & External Customers

To enable paicipants recognize
and differertiste between their
irternal and external customers and
understand the importance of
zerving both internal and external

ldentification of internal § external
customers az well az their specific
needs § requirement:s

Importance of servicing internal
customers well and the many

Exercize
ILT

20 min. (exercize &
dizcussion)
10 min. (instruction)

Types of Custamers

To enable paticipants idertify the
various types of customers they
may encourter on & day-to-day
haziz

Agoressive fDemanding Customers
Anakytical Customets

Amiahle Customers

Irate Customers

Complaining Customers

Avdio-vizual Files
Fole Plays
ILT

20 min. finstruction)
40 min. (role plays,
feedback, and dizcussion)

Technigues for Resolving
Complaintz

To enable padicipants display
confidence when dealing with
difficult customers by defusing
strong emations; managing their
avwn emotions; paraphrasing; and
heing empathetic

Active liztening

Developing a guestioning attitude
Being empathetic

Managing emations

Azking questions

Paraphrasing

Audio-vizual files
Fole Plays
Worksheets

LT

15 min. of instruction
15 min. of exercize for each
focus ares

=etting & Managing Customer
Expectations

To enable paticipants understand
the various steps involved in zetting
and managing expectations with
customers

Understanding swhat customers
need -- met and unmet needs

=teps to zet and manage customers
Understanding what walue means to
customers

=etting and managing expectations
uzing IDE&: for warious stustions

Avdio-vizual files
Exercizes [ activities
Avdio-vizual files
ILT

10 min. (&% file followed by
dizcuzzion)

15 min. (exercizes and
actvitiez]

15 min. (instruction)

Manadging Emotions While Wiorking
with Customers

Equip paricipants wwith tools and
technigues that would help them
manage their emotions better while

interacting with customers

emational states. These include:
Controlling phyziology

Uzing the power of guestions 1o
focus more effectively --
empowwering versus dizempowering
guestionz

Life metaphors f vocabulary 1o
dezcribe experiences
Creative-vizualization technigues to
manage emotions better

Avdio-vizual files followed by
dizcuzzions

Fole Plays followed by
dizcuzzions

Worksheets

ILT

10 min. of instruction
10 min. of exercize far each
focus ares




