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Introduction

This professional and quality customer service attitude and skills training course will demonstrate various strategies
in enhancing customer satisfaction, retaining loyal customer, increasing repeat guest rate and consumption amount.

This certificate course is designed for frontline CS staff, customer service supervisors, CS managers and trainers.
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The Importance of Customer Services to
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Techniques
— SRR
(Enhanced Service Steps)
— H{ERY B EEES (Assertive Body Language)
S R T
(Appropriate Feedback & Reception Skills)
— FERBAYERYEEES TS (Positive Listening Skills)
—HERE AREHIE L e E
(Reframing Skills)
— ARSI (Summarizing Skills)
— R AGE T (Contracting Skills)

- WS Ak IR B B I

Polite Telephone Service and Attitude
— BRI EER B2

— B ER R FJEEJTI J (Magic Word)

— NA| HEEFE ;T&IEZT“ H

— R B A S

— AT R R ek

— s 3 P A R S S AT
(Professional Telephone Standards)

- SRR REIE

Professional Service Attitude

— BREsEE R -
—HEERE — TR
— Wik — HEHIEAE

— 5L, —BARA L

- EEN%ﬁBF%m?%
i —EpEER
—HEREERE — ARIEE LD

BIE 4T

Customer Attitude and Techniques in

Handling Customers with Different Personality
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Handling Difficult Customer - Assertiveness
in Customer Service
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Different Scene of Customer Service
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Customer Service Attitude and Emotional Control
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Customer Service and Techniques in Handling
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Customer Attitude and Techniques in Handling

Internal Customer
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