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Course Title

COURSE OVERVIEW SS0713(GA2)

Customer Service Skills

Course Reference
SS0713(GA2)

Course Duration/Credits

Five days/3.0 CEUs/30 PDHs:. -

Course Date/Venue

Customer Service Skills
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Course Description

80% of this course is hands-on practical sessions
where participants will be engaged in a series of
interactive small groups, class workshops and role-

plays.

As markets shrink, companies are looking to boost
customer satisfaction and keep their current customers,
instead of spending additional resources to pursue new
customers. In fact, since finding new customers can cost
five to eight times as much as holding onto current
customers, many companies increasingly understand the
importance of achieving excellence in customer service.

This course will equip participants with the necessary
competence and "mindset” to consistently meet and, at
every possible opportunity, exceed their customers'
expectations. It covers the managing service and
excellence; the cycle of service and the customer driven
person; managing effective customer relationships
across all levels and types of customer service; meeting
needs and considering all aspects related to quality and
time of delivery, emphasizing aspects related to service
communication; develop the ability to accurately analyze
and handle customer complaints; and recognize the
aspect of excellent record of integrity and business
ethics.
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During this interactive course, participants will learn the importance of customer
service in a competitive environment; the vital role internal customers play and show
that their satisfaction is key for the success of an organization; the techniques of
managing customer expectations and delighting customers; providing better, faster
service and increase customer satisfaction; and the early signals of customer irritation
and responding appropriately in order to quickly find a workable solution to the
problem.

Course Objectives
Upon the successful completion of this course, each participant will be able to: -

« Apply and gain a comprehensive knowledge on excellence in customer service
« Explain the importance of customer service in a competitive environment

o Defend the vital role internal customers play and show that their satisfaction is
key for the success of an organization

e Practice the techniqgues of managing customer expectations and delighting
customers

« Provide better, faster service and increase customer satisfaction

e Recognize early signals of customer irritation and respond appropriately in order
to quickly find a workable solution to the problem

Who Should Attend

This course provides an overview of all significant aspects and considerations of
excellence in customer service for customer service representatives, technical and
support personnel, field service representatives, account managers, credit and billing
specialists as well as managers who want customer service training in order to
reinforce their skills and train their staff.

Exclusive Smart Training Kit - H-STK®

, Participants of this course will receive the exclusive “Haward Smart
\ Training Kit” (H-STK®). The H-STK® consists of a comprehensive set

NS
L ? ‘ of technical content which includes electronic version of the course
- materials conveniently saved in a Tablet PC.
Training Methodology

All our Courses are including Hands-on Practical Sessions using equipment,
State-of-the-Art Simulators, Drawings, Case Studies, Videos and Exercises. The
courses include the following training methodologies as a percentage of the total
tuition hours:-

30% Lectures

20% Practical Workshops & Work Presentations
30% Hands-on Practical Exercises & Case Studies
20% Simulators (Hardware & Software) & Videos

In an unlikely event, the course instructor may modify the above training
methodology before or during the course for technical reasons.
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Course Certificate(s)
Internationally recognized certificates will be issued to all participants of the course
who completed a minimum of 80% of the total tuition hours.

Certificate Accreditations
Certificates are accredited by the following international accreditation organizations:

o
e ""BAC British Accreditation Council (BAC)

Haward Technology is accredited by the British Accreditation Council for
Independent Further and Higher Education as an International Centre. BAC
is the British accrediting body responsible for setting standards within
independent further and higher education sector in the UK and overseas. As a
BAC-accredited international centre, Haward Technology meets all of the
international higher education criteria and standards set by BAC.

° The International Accreditors for Continuing Education and Training

IACET (IACET - USA)

PROVIDER

Haward Technology is an Authorized Training Provider by the International
Accreditors for Continuing Education and Training (IACET), 2201 Cooperative
Way, Suite 600, Herndon, VA 20171, USA. In obtaining this authority, Haward
Technology has demonstrated that it complies with the ANSI/IACET 2018-1
Standard which is widely recognized as the standard of good practice
internationally. As a result of our Authorized Provider membership status, Haward
Technology is authorized to offer IACET CEUSs for its programs that qualify under
the ANSI/IACET 2018-1 Standard.

Haward Technology’s courses meet the professional certification and continuing
education requirements for participants seeking Continuing Education Units
(CEUS) in accordance with the rules & regulations of the International Accreditors
for Continuing Education & Training (IACET). IACET is an international authority
that evaluates programs according to strict, research-based criteria and
guidelines. The CEU is an internationally accepted uniform unit of measurement
in qualified courses of continuing education.

Haward Technology Middle East will award 3.0 CEUs (Continuing Education
Units) or 30 PDHs (Professional Development Hours) for participants who
completed the total tuition hours of this program. One CEU is equivalent to ten
Professional Development Hours (PDHSs) or ten contact hours of the participation
in and completion of Haward Technology programs. A permanent record of a
participant’s involvement and awarding of CEU will be maintained by Haward
Technology. Haward Technology will provide a copy of the participant's CEU and
PDH Transcript of Records upon request.
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Course Instructor(s)

This course will be conducted by the following instructor(s). However, we have the
right to change the course instructor(s) prior to the course date and inform
participants accordingly:

Mr. Pete Du Plessis is a Senior Energy & Management Consultant
with over 35 years of extensive experience. His expertise lies extensively
in the areas of Energy Management Systems (EnMS) ISO 50001,
Energy Efficiency & Consumption, Energy Policy & Planning, Energy
Performance Indicators (EnPIs), Energy Management & Implementation,
Reducing Energy Consumption & Improving Energy Efficiency, Energy
Regulatory Compliance, Data Quality Control & Assessment, Creative Thinking &
Problem-Solving Techniques, Change Management, Negotiation & Presentation
Skills, Emotional Intelligence, Business Writing Skills, Leadership & Team Building,
Coaching & Mentoring, Time & Stress Management, Human Resources
Management, Customer Service Excellence, Training Needs & Evaluating Training,
Contract Management, Tendering & Supplier Selection, Budgeting & Forecasting
Skills, Cost Control, Financial Analysis & Reporting, Budget Preparation Skills,
Business Process Development, Business Process Optimization, Business Process
Analysis, Business Process Improvement, Business Continuity Planning, Service
Provider Performance & Monitoring, Cash Flow Fundamentals, Business Finance
Fundamentals, Business Continuity = Fundamentals, Situational Analysis
Fundamentals, SWOT Analysis, Gap Analysis, Change Management, Human Resource
Management (HRM), Human Resource Development (HRD), HR Business
Development, HR Practices & Strategy, Behaviour Based Interviewing &
Recruitment, Learning & Development, Project Management, Financial Management,
Planning, Budgeting & Cost Control and Risk Management. Previously, he was the
Quality Manager of Benteler Automotive, where he was responsible for implementing,
controlling and managing quality and technical department processes and systems and
mobilizing the quality control department, procedures and quality management system.

During his career life, Mr. Plessis has worked with several prestigious companies
occupying numerous challenging managerial and technical positions such as being the
Financial Manager, Operations Manager, Technical & Quality Manager, Logistics &
Purchasing Manager, Head Metrologist, Quality Engineer, Project Engineer,
Materials & Warehouse Planner & Controller, Quality Control Inspector,
Consultant, Fitter & Machinist, Apprentice Fitter and Part-time Instructor. All
throughout his career, he has mastered and specialized in the application of project
management, warehouse & inventory control, value chain analysis, logistics & strategic
planning, process flow analysis, business process evaluation & re-engineering, master-
plan development, capacity planning and site space-planning & development.

Mr. Plessis has Bachelor’s degree with Honours in Industrial Engineering &
Management. Further, he has gained Diploma in Quality & Production Management.
He is also a Certified Assessor & Moderator with the Manufacturing, Engineering &
Related Services Education and Training Authority (MERSETA), a Certified
Trainer/Assessor by the Institute of Leadership & Management (ILM) and a
Certified Instructor/Trainer by the APICS. He has further delivered numerous
trainings, courses, seminars, conferences and workshops internationally.
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Course Fee
US$ 6,000 per Delegate. This rate includes H-STK® (Haward
Doha Smart Training Kit), buffet lunch, coffee/tea on arrival, morning
& afternoon of each day.
US$ 6,000 per Delegate + VAT. This rate includes H-STK®
Kuwait (Haward Smart Training Kit), buffet lunch, coffee/tea on arrival,
morning & afternoon of each day.

Accommodation
Accommodation is not included in the course fees. However, any accommodation
required can be arranged at the time of booking.

Course Program

The following program is planned for this course. However, the course instructor(s)
may modify this program before or during the course for technical reasons with no
prior notice to participants. Nevertheless, the course objectives will always be met:

Day 1

0730 - 0800 | Registration & Coffee

0800 - 0815 | Welcome & Introduction

0815 - 0830 | PRE-TEST
Definitions & Concepts

0830 - 0930 | Quotations on Customer Service ® Service Definitions e Quality Service
Requirements ® Some Interesting Numbers

0930 - 0945 | Break
Definitions & Concepts (cont’d)

0945 - 1100 | Cost of Bad Customer Service ® Customer Care Foundations @ Learning from
the Best ® Additional Comments About Service
Internal Customer Service

1100 - 1215 | Identifying Internal & External Customers ® A Final Definition ® Elements of
Service ® Customer Requirements

1215 - 1230 | Break
Internal Customer Service (cont’d)

1230 - 1420 | Foundation of Great Service People ® The Links in the Service ® Profit Chain e
Internal Customer Service

1420 - 1430 | Recap

1430 Lunch & End of Day One
Day 2

Managing Customer Expectations

0730 - 0930 | The Importance of Customer Expectations e Perceived service quality e What
to Say and What Not to Say

0930 - 0945 | Break
Managing Customer Expectations (cont’d)

0945 - 1100 | Calming Upset Customers o 12 Tips for Calming Upset Customers e
Comments You Should Avoid
Managing Customer Expectations (cont’d)

1100 - 1215 | Managing Customer Expectations ® 'RATER' in Real Life e The Service
Quality (5Q) Factors
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1215 - 1230 | Break
Managing Customer Expectations (cont’d)
1230 - 1420 | Flying Over Customers' Rising Expectations ® The Customer Loyalty Ladder
® Role-plays and Exercises on Dealing with Different Personality Styles
1420 - 1430 | Recap
1430 Lunch & End of Day Two
Day 3
0730 - 0930 Ejfect'ive Commuﬁicqtion Skills for Hand'ling Cusfomers
Effective Communication ® Verbal Communication with Customers
0930 - 0945 | Break
0945 - 1100 Effective Communication Skills for Handling Customers (cont’d)
} Active Listening
1100 - 1215 Effective Communication Skills for Handling Customers (cont’d)
} Effective Listening Skills
1215 - 1230 | Break
1230 — 1420 Effective Communication Skills for Handling Customers (cont’d)
} Phone Etiquette
1420 - 1430 | Recap
1430 Lunch & End of Day Three
Day 4
Professional Behavior with Customers
0730 - 0930 | The Power of Behavior e Principles of Effective Behavior e How to Behave
Professionally with the Customer
0930 - 0945 | Break
Professional Behavior with Customers (cont’d)
0945 - 1100 | History of Communication e Interesting Study e Interpreting Non Verbal
communication
Professional Behavior with Customers (cont’d)
1100 - 1215 | The Right Behavior with the Customer e The Wrong Behavior with the
Customer ® Types of Behavior
1215 - 1230 | Break
Professional Behavior with Customers (cont’d)
1230 - 1420 | Assertive, Passive & Aggressive Behavior @ Verbal & Non Verbal Components
of Communication Styles
1420 - 1430 | Recap
1430 Lunch & End of Day Four
Day 5
Dealing with Difficult Customers
0730 - 0930 Dealin;);g with Diﬁ]e?rcent Personality Types
0930 - 0945 | Break
0945 - 1100 Deu.ling with Difficult Cystomers (cont’d)
Typical Customer Personality Types
1100 - 1215 Dea l'ing with Difficult Customers (cont’d)
Service Recovery
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1215 -1230 | Break
1230 - 1345 Deal'ing with dij{‘ﬁcul’t customers (cont’d)
Service Recovery (cont’d)
1345 - 1400 | Course Conclusion
1400 - 1415 | POST-TEST
1415 - 1430 | Presentation of Course Certificates
1430 Lunch & End of Course

Practical Sessions
80% of this highly-interactive course is hands-on practical sessions. Theory learnt
(20%) will be applied using various role-plays, case studies and practical sessions.

Course Coordinator
Reem Dergham, Tel: +974 44 23 1327, Email: reem@haward.org
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