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COURSE INTRODUCTION / OVERVIEW:

In today's complex business world, effective customer service goes beyond simple problem-solving; it requires a deep
understanding of human connection. The Ethical Communication and Emotional Intelligence for Customer Service
Training Course is designed to transform service professionals into empathetic, and highly effective communicators. This
training, offered by BIG BEN Training Center, delves into the principles of authentic communication, focusing on building
genuine rapport and trust with customers. Drawing on the work of leading sociologists like Arlie Russell Hochschild,
particularly her concept of "emotional labor" from the book "The Managed Heart," this course provides a strong
theoretical foundation. We will explore how customer service teams can manage their own emotions while authentically
connecting with customers. Participants will learn to navigate difficult conversations with grace, maintain composure
under pressure, and ensure every customer interaction is handled with the highest level of professionalism and integrity.
The curriculum covers key topics such as active listening, emotional awareness, and ethical decision-making in real-time
interactions. By the end of this program, you will have a comprehensive toolkit for handling customer inquiries, resolving
conflicts, and using empathy to enhance customer loyalty. This course provides the skills needed to create positive and

lasting customer relationships, proving that genuine connection is the cornerstone of great service.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Customer service representatives.

Call center agents.

Help desk technicians.

Customer support managers and team lead.

e Anyone in a client-facing role.

Professionals seeking to enhance their interpersonal skills.

TARGET SECTORS AND INDUSTRIES:

Technology and software.

Healthcare and medical services.

Retail and e-commerce.

Travel and hospitality.

Financial services.

Government agencies and public service organizations.

Telecommunications.
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TARGET ORGANIZATIONS DEPARTMENTS:

Customer Service.

Client Relations.

Support and Help Desk.

Sales and Account Management.
Public Relations.

Human Resources.

COURSE OFFERINGS:

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

Apply principles of ethical communication in all customer interactions.
Practice emotional intelligence to build genuine rapport.

Master advanced active listening and empathetic responding skills.
Navigate and de-escalate difficult or sensitive conversations.
Understand and manage personal emotional labor in the workplace.
Maintain professionalism and composure under pressure.

Develop strategies for long-term customer satisfaction and loyalty.

Identify and resolve ethical dilemmas in real-time customer support.
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COURSE METHODOLOGY:

This training course uses a dynamic and immersive methodology that emphasizes practical application and real-world
scenarios. We believe that true learning comes from doing, so the program moves beyond traditional lectures to include
interactive group discussions, case studies, and role-playing exercises. Participants will analyze complex customer service
situations and practice applying ethical frameworks and communication techniques in a safe, simulated environment. The
curriculum also includes a strong focus on self-reflection, with opportunities to explore personal emotional responses and
develop strategies for managing stress and burnout. BIG BEN Training Center facilitates a collaborative learning
environment where participants can share experiences and learn from one another's successes and challenges. The
course provides personalized feedback sessions to help each individual refine their communication style and improve
their ability to connect authentically with customers. By combining theoretical knowledge with hands-on practice, this
methodology ensures that participants leave with not only a deeper understanding of the concepts but also the

confidence and skills needed to implement them immediately in their professional lives.

COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF ETHICAL CUSTOMER COMMUNICATION

The role of empathy in customer service.

Understanding the difference between sympathy and empathy.

Core principles of ethical communication.

The importance of transparency and honesty.

Building trust and credibility with customers.

UNIT TWO: EMOTIONAL INTELLIGENCE AND SELF-AWARENESS

Identifying and managing your own emotions.

Recognizing customer emotions and needs.

Emotional labor and its impact on service professionals.

Stress management and resilience in high-pressure roles.

Mindfulness techniques for staying present.
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UNIT THREE: AUTHENTIC AND EMPATHETIC COMMUNICATION SKILLS

e Mastering active listening techniques.

e Using non-verbal cues to improve communication.

Crafting empathetic responses and validating customer feelings.

Asking probing questions to truly understand the issue.

Avoiding common communication pitfalls and jargon.

UNIT FOUR: HANDLING DIFFICULT CONVERSATIONS

e De-escalation strategies for angry or frustrated customers.

Navigating complaints and negative feedback gracefully.

Setting clear and professional boundaries.

Communicating bad news with empathy and clarity.

Turning a negative interaction into a positive outcome.

UNIT FIVE: ETHICS, TRUST, AND LONG-TERM RELATIONSHIPS

e Making ethical decisions in ambiguous situations.

Protecting customer privacy and data.

Building a foundation of trust for repeat business.

Creating a culture of service excellence.

Measuring the impact of ethical communication on customer loyalty.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOWw 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.
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SOMETHING TO THINK ABOUT:

How can a customer service professional, through authentic communication, help an organization build long-term trust in

a world where customer loyalty is increasingly fragile?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This training course stands out by focusing on the crucial, often overlooked, human element of customer service:
authentic communication and emotional intelligence. While many training programs teach technical skills or basic phone
etiquette, this one delves into the "why" behind successful interactions, exploring the psychology and ethics that build
lasting relationships. Our approach is not just about techniques; it's about transforming the mindset of service
professionals. We use principles from academic research to help participants understand their own emotional responses
and those of their customers. The program’s core strength is its emphasis on practical application through immersive,
real-world scenarios. Participants will not just listen to theory; they will actively practice managing emotions, de-
escalating difficult situations, and communicating with genuine empathy. This practical focus, combined with a strong
ethical foundation, empowers participants to handle complex situations with confidence and integrity. It is an investment
in human skills, equipping professionals to create positive outcomes and build customer loyalty that goes far beyond a

single transaction.
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