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Course Introduction: 
 

Individuals who work in technical environments are now expected to also be customer service 

professionals. This course will demonstrate that great customer service can not only improve the 

level of support you provide for your internal and external customers but also improve your own 

working life. 

This facilitated course will give you a greater understanding of the important role that excellent 

customer service plays in any organization and how excellent customer service fits into your world. 

It will offer really practical advice which will enable you to meet the daily challenge of consistently 

providing excellent customer service. 

Course Objectives: 

 Identify what good and bad customer service behavior looks like 

 Quickly build rapport with all kinds of customers 

 Take a positive approach to problems 

 Build credibility as a trusted expert in your field 

 Understand techniques such as matching, pacing and signaling to control calls 

 Use effective questioning techniques to clarify customer requirements and expectations 

 Portray a positive image of your department and your company 

 Demonstrate the importance of taking responsibility to achieve customer satisfaction 

 Identify your preferred behaviors when communicating 

 Dandle challenging callers calmly and confidently 

 Demonstrate how you will reassure customers that their needs will be satisfied. 

Who Should Attend? 
 

This course is for anyone working in a technical support role. 

Course Outline: 

 Understand what constitutes excellent customer service and experiences. 

 What makes excellent service face to face and over the telephone? 

 Structuring a conversation with a customer. 

 Understanding and using different levels of communication. 

 Projecting a positive, take action attitude. 

 How to use language and positive reframing. 

 How to handle conflict or emotional upset. 

 Practice in active listening. 

 Practice in effective questioning techniques. 
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 Practice in recognizing Parent/Adult/Child dynamics on a call - Transactional Analysis. 

 Matching language - advanced rapport building. 

 Steps for dealing with challenging calls. 

 When and how to say enough. 

 Top telephone tips and techniques. 

 

Course Methodology: 
 

A variety of methodologies will be used during the course that includes: 

 (30%) Based on Case Studies 

 (30%) Techniques   

 (30%) Role Play 

 (10%) Concepts  

 Pre-test and Post-test 

 Variety of Learning Methods 

 Lectures 

 Case Studies and Self Questionaires 

 Group Work 

 

Course Fees: 
 

To be advice as per course location. This rate includes participant’s manual, Hands-Outs, buffet 

lunch, coffee/tea on arrival, morning & afternoon of each day. 

 

Course Certificate: 
 

International Center for Training & Development (ICTD) will award an internationally recognized 

certificate(s) for each delegate on completion of training. 

 

Course Timings: 
 

Daily Course Timings: 

    08:00 - 08:20       Morning Coffee / Tea 

    08:20 - 10:00       First Session 

    10:00 - 10:20       Coffee / Tea / Snacks 

    10:20 - 12:20       Second Session 

    12:20 - 13:30       Lunch Break & Prayer Break 

    13:30 - 15:00       Last Session 


