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Course Introduction / Overview:

In today's fast-paced world, the first point of contact between a customer and an organization is critical, often

defining the entire customer experience. This High-Impact Frontline Communication and Service Excellence

Training Course is designed to empower frontline staff to turn every interaction into a positive and

memorable one. Presented by BIG BEN Training Center, this program moves beyond basic scripts and

procedures, focusing on the psychological and human elements of effective communication. We will explore

how to build rapport quickly, de-escalate difficult situations with professionalism, and use communication to

build lasting customer loyalty. The curriculum draws on the work of communication experts like Albert

Mehrabian, a renowned researcher whose work, particularly his book "Silent Messages," highlights the

importance of non-verbal cues. Participants will gain a deeper understanding of how their tone, body

language, and word choice all impact a customer’s perception. The program is built on the idea that the

frontline is the heartbeat of a business. It provides a comprehensive set of skills for handling customer

inquiries, resolving conflicts, and becoming a trusted brand ambassador. By mastering these critical

communication skills, professionals will be able to handle unexpected challenges with poise and ensure that

every customer feels valued and understood.

Target Audience / This training course is suitable for:



Frontline staff and employees.

Customer service representatives.

Receptionists and administrative assistants.

Call center agents.

Retail associates.

Professionals in client-facing roles.

Target Sectors and Industries:

Hospitality and tourism.

Retail and e-commerce.

Banking and financial services.

Healthcare and medical facilities.

Telecommunications.

Government agencies and public services.

Transportation.

Target Organizations Departments:

Customer Service.

Front Desk and Reception.

Client Relations.

Support and Help Desk.

Sales.

Public Relations.

Course Offerings:

By the end of this course, the participants will have able to:



Master the art of high-impact verbal and non-verbal communication.

Develop a proactive and customer-focused mindset.

Use active listening to understand customer needs deeply.

De-escalate emotional and difficult customer interactions.

Handle objections and complaints with confidence.

Build genuine rapport with customers quickly and effectively.

Transform a negative experience into a positive one.

Become a trusted representative of the brand.

Course Methodology:

This training course employs an active, hands-on methodology to ensure that participants not only learn

concepts but can also apply them in real-world scenarios. We believe that critical communication skills are

best developed through practice. Our program includes a combination of role-playing exercises, where

participants can practice difficult conversations in a safe environment, and case studies that highlight best

practices from various industries. Group discussions will focus on analyzing communication styles and

providing constructive feedback to peers. The course also uses interactive activities to explore the nuances of

non-verbal cues and emotional intelligence, helping participants become more self-aware communicators.

BIG BEN Training Center facilitates a collaborative learning environment where everyone can share

experiences and insights. The program is designed to move beyond theory, providing a practical toolkit for

enhancing customer interactions. This immersive approach ensures that participants leave with the

confidence and skills needed to elevate their performance and become true leaders in service excellence.



Course Agenda (Course Units):

Unit One: The Foundations of Frontline Excellence

The importance of first impressions.

Understanding the customer journey.

Defining high-impact communication.

The role of empathy in service.

Building a customer-focused mindset.

Unit Two: Mastering Verbal Communication

Crafting clear and concise messages.

Using positive language and tone.

The art of active listening.

Asking effective questions.

Communicating with confidence.

Unit Three: Non-Verbal Communication and Rapport

Understanding the impact of body language.

The power of facial expressions and eye contact.

Using voice tone and pace to build trust.

Reading a customer's non-verbal cues.

Building instant rapport and connection.

Unit Four: Handling Challenging Situations

De-escalation techniques for angry customers.

Managing complaints and negative feedback.

Communicating bad news with grace.

Turning a moment of conflict into a moment of truth.

Maintaining composure under pressure.



Unit Five: Sustaining Service Excellence

The importance of teamwork and collaboration.

Providing and receiving constructive feedback.

Personal wellness and managing emotional labor.

Continuous improvement in service skills.

Becoming a brand ambassador.

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:

How can a frontline employee's mastery of non-verbal communication and emotional intelligence transform

a customer’s fleeting impression into a long-lasting loyalty to a brand?

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



This training course is distinguished by its sharp focus on the psychological and behavioral aspects of

communication, moving far beyond typical customer service training. While other programs might teach

basic call scripts, this one provides a comprehensive toolkit for building genuine human connection. The

course is unique in its deep dive into non-verbal communication, a topic often overlooked in traditional

training. We use academic insights, such as the work of Albert Mehrabian, to provide a scientific foundation

for our practical exercises. The program is built around hands-on, realistic simulations and role-playing,

giving participants a safe space to practice difficult interactions and receive personalized feedback. This

practical approach ensures that the skills learned are not just theoretical but are immediately applicable and

effective. By empowering frontline staff to understand the nuances of human interaction, this course helps

organizations not only improve customer satisfaction but also build a more resilient and empathetic team. It

is an investment in human capital that leads to more meaningful and successful customer relationships.


