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Course Introduction / Overview:

In today's competitive landscape, exceptional customer service has evolved from a simple support
function into a strategic imperative for business growth and sustainability. This course moves
beyond traditional scripts and protocols to explore the nuanced art and science of advanced client
communication. Drawing on principles from behavioral psychology and communication theory, as
highlighted by experts like Shep Hyken in his work "The Amazement Revolution," we delve into
creating consistently positive and memorable customer experiences. This program is designed to
transform participants' approach from reactive problem-solving to proactive relationship-building. At
BIG BEN Training Center, we have developed a curriculum that equips professionals with the
sophisticated skills needed to manage complex interactions, build lasting client loyalty, and
champion a truly customer-centric culture within their organizations. This journey covers everything
from mastering emotional intelligence and de-escalation techniques to leveraging digital
communication channels effectively, ensuring every client interaction adds tangible value to the
business.

Target Audience / This training course is suitable for:

e Customer Service Representatives and Managers.

Client Relationship Managers and Account Executives.

Sales and Business Development Professionals.

Technical Support and Help Desk Specialists.

Frontline Staff and Receptionists.

Team Leaders and Supervisors in client-facing roles.

Public Relations and Communications Officers.

Anyone whose role involves direct interaction with clients and customers.
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Target Sectors and Industries:

e Banking and Financial Services.

e Telecommunications and Information Technology.
¢ Retail and E-commerce.

e Hospitality, Travel, and Tourism.

¢ Healthcare and Pharmaceutical.

¢ Real Estate and Property Management.

e Government and Public Sector Agencies.

e Consulting and Professional Services.

Target Organizations Departments:

e Customer Service and Client Support.

Sales and Marketing.

Account Management and Client Relations.

Technical Support and IT Services.

Front Office and Administration.

Operations and Logistics.

Public Relations and Corporate Communications.

Business Development.

Course Offerings:

By the end of this course, the participants will have able to:
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e Master advanced communication techniques for building rapport and trust.

¢ Implement effective strategies for handling difficult customers and resolving conflicts
professionally.

¢ Utilize emotional intelligence to understand and manage customer emotions effectively.
e Develop proactive service strategies to anticipate needs and enhance customer loyalty.
e Map and analyze the customer journey to identify and improve key touchpoints.

e Apply proven problem-solving models to complex customer issues.

¢ Enhance digital communication skills for email, chat, and social media interactions.

e Leverage customer feedback to drive continuous service improvement and innovation.

e Cultivate a customer-centric mindset that aligns with organizational goals.

Course Methodology:

The training methodology for this course is designed to be highly interactive, engaging, and
practical, ensuring that participants can immediately apply their learning in real-world scenarios.
BIG BEN Training Center believes in an experiential learning approach, moving beyond theoretical
lectures to focus on hands-on application. The sessions will incorporate a dynamic blend of case
study analysis, interactive group discussions, and practical role-playing exercises that simulate
challenging client interactions. Participants will receive constructive, personalized feedback from
the instructor and peers in a supportive environment. We will utilize problem-solving workshops
and team-based activities to foster collaboration and explore diverse perspectives on service
excellence. This immersive methodology ensures that attendees not only understand the concepts
but also build the confidence and competence to implement advanced communication and service
strategies effectively within their professional roles.

Course Agenda (Course Units):
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Unit One: The Foundations of Service Excellence

¢ Defining the modern standard of customer service excellence.

Understanding the psychology of customer behavior and expectations.

Mapping the end-to-end customer journey.

The critical link between employee experience and customer experience.

Fundamentals of professional communication and active listening.

Establishing a positive and customer-centric mindset.

Identifying key metrics for measuring service success (NPS, CSAT, CES).

Unit Two: Advanced Communication and Interpersonal Skills

e Mastering verbal and non-verbal communication cues.

Developing and applying emotional intelligence in client interactions.

The art of empathy and perspective-taking.

Using positive language and reframing techniques.

Building authentic rapport and long-term trust.

Advanced questioning techniques to uncover underlying needs.

Communicating with clarity, confidence, and assertiveness.

Unit Three: Managing Difficult Interactions and Conflict Resolution

e |dentifying triggers and understanding the sources of customer frustration.

Proven de-escalation techniques for tense situations.

Applying structured problem-solving models (e.g., A.C.E., L. A.S.T.).

The principles of effective service recovery and turning a negative into a positive.

Managing and aligning customer expectations.

Saying "no" gracefully while preserving the relationship.

Developing resilience and managing personal stress in high-pressure roles.

Unit Four: Proactive Service and Building Client Loyalty
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Shifting from a reactive to a proactive service approach.

Techniques for anticipating customer needs and potential issues.

Strategies for personalizing the customer experience.

Building long-term relationships versus transactional interactions.

Effective use of CRM systems for relationship management.

Creating customer advocacy and word-of-mouth marketing.

Implementing upselling and cross-selling techniques with integrity.

Unit Five: Digital Communication and Continuous Improvement

e Mastering professional etiquette for email and live chat support.

Best practices for customer service on social media platforms.

Maintaining a consistent brand voice across all communication channels.

Techniques for gathering, analyzing, and acting on customer feedback.

Creating a culture of continuous improvement in service delivery.

Developing a personal action plan for ongoing skill development.

Final course review, capstone activity, and knowledge assessment.

FAQ:

Qualifications required for registering to this course?

There are no requirements.

How long is each daily session, and what is the total number of training hours
for the course?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including
breaks and interactive activities, bringing the total duration to 20 - 25 training hours.

Something to think about
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In an era of increasing automation and Al in customer service, what is the evolving and

irreplaceable role of human emotional intelligence in fostering genuine client loyalty?

What unique qualities does this course offer compared to
other courses?

This course distinguishes itself by moving beyond standard customer service protocols to cultivate
a deep, psychological understanding of client interactions. Unlike programs that focus solely on
scripts and procedures, our curriculum integrates core principles of emotional intelligence,
behavioral psychology, and advanced communication theory. We emphasize the transition from a
reactive, problem-solving function to a proactive, relationship-building strategy, which is critical in
the modern, loyalty-driven market. The content is structured to address the complexities of an
omnichannel customer environment, equipping participants with nuanced skills for digital and in-
person communication. Furthermore, the course places a strong emphasis on service recovery
and de-escalation, providing practical, stress-tested frameworks rather than just theoretical advice.
The focus is on empowering professionals to think critically and act with empathy and strategic
foresight, turning every customer touchpoint into an opportunity to build lasting value and advocacy
for the organization.

www.bigben-training.com




