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(Revenue Generation Strategies)
(Customer Oriented Services Strategies)

(Customer
Satisfaction) (Loyal Customer) (Repeat Guest Rate) (Consumption
Amount)

(Ever-change-
able Customer Tastes) (Enhanced)

(Service Mind Set)
(Customer Service Games)

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.



1.
The Importance of Customer Services to
an Outstanding Organization

(Service Pledge)

(Enhanced Service)

2.
Professional and Quality Customer Service
Techniques

(Enhanced Service Steps)
(Assertive Body Language)

(Appropriate Feedback & Reception Skills)
(Positive Listening Skills)

(Reframing Skills)
 (Summarizing Skills)

 (Contracting Skills)
3.

Polite Telephone Service and Attitude

 (Magic Word)

(Professional Telephone Standards)
4.

Professional Service Attitude

5.
Customer Attitude and Techniques in
Handling Customers with Different Personality

6.
Handling Difficult Customer - Assertiveness
in Customer Service

(How to say “No” to Customers)

(Deliver Bad News)

 (How To Set Limits)
 (Influencing Skills)

7.
Different Scene of Customer Service

8.
Handling Customer Complaint

(Strategies for Complaints Recovery)

9.
Customer Service Attitude and Emotional Control
of a Frontline Staff Under High Stress

(Calming  Skills)

(Stress Management Skills)

10.
Customer Service and Techniques in Handling
Contingencies

(Crisis Handling Action Card)

11.
Customer Attitude and Techniques in Handling
Internal Customer
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