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Effective Communication and

Presentation Skills
Price: $2,900

Objective:

This training program aims to equip employees with the
knowledge, skills, and mindset necessary to deliver exceptional
customer experiences. Organizations can cultivate customer
loyalty, drive business growth, and establish themselves as
industry leaders in customer satisfaction by prioritizing customer
needs, fostering effective communication, and continuously
striving for improvement.

Module 1: Understanding Customer Needs

e Importance of customer satisfaction in business success

e |dentifying different types of customers and their
expectations

e Techniques for gathering customer feedback and insights

Module 2: Developing a Customer-Centric Mindset

e Cultivating empathy and putting oneself in the customer's
shoes

e Understanding the lifetime value of a customer

e Aligning personal and organizational goals with customer
satisfaction objectives

Module 3: Effective Communication Skills

e Active listening techniques for understanding customer
concerns

e Positive language and tone in customer interactions

e Handling difficult customers and de-escalating tense
situations

Module 4: Product and Service Knowledge

e Deep understanding of products and services offered

e Anticipating customer inquiries and providing accurate
information

e Cross-training opportunities to enhance product knowledge
across departments

Module 5: Building Rapport and Trust

e Establishing rapport through genuine connections
e Building trust through consistent and reliable service
e Personalizing interactions to create memorable experiences

Module 6: Problem Resolution and Complaint Handling

e Strategies for effectively resolving customer complaints

e Turning negative experiences into opportunities for customer
delight

e Empowering employees to take ownership of customer issues

Module 7: Measuring Customer Satisfaction

e Introduction to customer satisfaction metrics (e.g., NPS, CSAT)

e Analyzing customer feedback and survey data

e |dentifying trends and areas for improvement based on
customer insights
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Module 8: Continuous Improvement in Customer Service

e Implementing a culture of continuous improvement

e Encouraging employee feedback and suggestions for
enhancing customer satisfaction

* Recognizing and celebrating successes in customer service
excellence

Module 9: Empowering Employees to Delight Customers

e Providing autonomy and decision-making authority to front-
line employees

e Empowering employees to go above and beyond in serving
customers

e Recognizing and rewarding exceptional customer service
efforts

Module 10: Sustaining Customer Satisfaction Excellence

e Embedding customer satisfaction as a core value of the
organization

e Developing strategies for long-term customer retention and
loyalty

e Creating a feedback loop for ongoing improvement and
adaptation to changing customer needs

Module 11: Diversity and Inclusion

e Understanding the impact of diversity and inclusion on
customer satisfaction

e Creating inclusive environments that respect and value
diverse customer backgrounds

e Strategies for effectively communicating and engaging with
diverse customer groups

Module 12: Truth and Reconciliation

e Exploring the principles of truth and reconciliation in
customer service

e Addressing past grievances and building trust with affected
customer communities

e Implementing practices that promote healing and long-term
positive relationships with customers

Final Project:

Develop a comprehensive CRM strategy for a fictional company
that integrates key concepts learned throughout the course.
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