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Customer Service
A programme for learning how to enhance and deal with Customer Service issues confidently
Introduction

In today’s competitive environment, effective customer service is the key driver that will encourage a customer to return time and time again.  Effective customer service incorporates two fundamental elements.  They are:

1.
Customer care that can be defined as the way we provide the service to our customers which includes looking after them and considering things from their point of view

2.
Customer service that can be defined as the service we provide our customers which includes tangible or measurable factors
Some of these interactions may escalate to challenging behaviours that can put the safety of staff at risk if not handled appropriately.  Company frontline employees must therefore possess the appropriate skill sets to deal with and interact with customers professionally and to keep themselves safe on every occasion.  The benefits of well-trained staff, who are able to provide effective customer service and customer care, are:

(
Reduced risk to the organisation in the knowledge that staff can deal with customers competently and professionally
(
Increased staff confidence to handle situations competently without putting their personal safety at risk
(
Improved image of the organisation measured by fewer or no complaints and long standing customers
(
Improved morale of management and staff in the knowledge that they are satisfying or exceeding their customers needs

(
Reduced risk to the organisation under the Health & Safety in Employment Act
Learning Outcomes

Upon successful completion of ICON GROUP’S Customer Service seminar, learners will be able to:

[i] Identify and implement elements of good customer service
[ii] Identify and implement elements of good customer care
[iii] Use safe negotiation techniques that will assist staff to reach resolutions positively and constructively
[iv] Identify personal safety risks as early as possible
[v] Demonstrate positive and safe responses to various threatening situations that may arise
[vi] Demonstrate the SNAPSHOT™ suspect and identification system
Course Structure & Content

Session One
Introduction

(
Define customer service

(
Define customer care

(
Define customers
Session Two
Responsibility

(
Understanding what responsibility is and means

(
Identifying personal safety responsibilities
Session Three
Awareness

(
Awareness of customers and their behaviour

(
Awareness of your own behaviour

(
Awareness of the environment

(
SNAPSHOT™ a technique for gathering information about people
Session Four
Preparation

(
The four steps to a successful preparation

(
Identifying workplace situations that could occur

(
Developing planned responses to situations


(
Practising those responses in a simulated environment

Session Five
Precautions

(
Some helpful workplace precautions
Learning Methods

This seminar involves presentation of key information by the facilitator, group discussions and syndicate exercises, and sharing of learner experiences.
Seminar Duration

Half Day (approx 4½ hours)


