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Creating a Customer-centric Environment
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Workplace Cultures Overview




This series focuses on the latest strategies for creating a successful customer service environment. Our courses address the key customer service methodologies and practices essential to developing positive customer relations and delivering quality customer service while improving efficiency and reducing costs. Instruction may include but is not limited to the courses/topics listed in each skill area. Training is uniquely designed for immediate implementation of practices in the workplace and is customized to meet a company’s specific needs. Available on campus or for company site delivery.
Prerequisite:  None       Hours:  8 (2 hours per class)	Cost $73Training Objective




· 
· Develop an internal and external customer acquisition and retention plan that maximizes customer service skills of engagement enabling a greater return on investment. 
· Review company’s mission statement, vision, core values, strategic goals and objectives to determine clarity and effectiveness relative to the successful development and implementation of a customer-centric workplace environment.  
Personal Effectiveness Skills





 Identify individual customer service problems and concerns and create solutions based on proven practices 
· Effective Communications - Listening Skills
· Critical Thinking:  Getting to the Heart of the Matter
· Problem Solving:  Strategies That Work
· Emotional Intelligence:  Your Feelings Count
· Interpersonal Skills:  Winning Ways
· Teamwork:  All for One & One for All
Customer Contact Skills




Maximize every internal and external customer interaction to increase revenue and customer loyalty
· Defining your Customers:  Who Are They?
· Customer Relations:  Where Are You Now?
· Customer Loyalty & Satisfaction:  Keep Them Coming Back
· Handling Complaints:  Getting Positive Results
· Difficult Customers:  Challenges that Create Opportunities
New Technology Skills




Optimize spending by selecting the most appropriate delivery models to achieve greater customer satisfaction and enhance customer service delivery
· Web Contacts and Emails:  21st Century Customer Service Skills     
· Telephone Techniques:  Strategies that Work
· Call Centers:  Best Practices 
Industry Process Implementation Skills



Develop an understanding of the customer service standards and principles recognized by the industry.
· Standards and Principles:  Understanding the Nuts & Bolts  
· Workplace Processes: Systems that Work – How User Friendly Helps Profitability
· Quality Service:  Expectations, Needs…What Customers Want
· [bookmark: _GoBack]Creating a Positive Image:  Looking to the Future

For additional information, contact:
Louis Judge, Assistant Vice President, Corporate Education & Economic Development
336- 506-4207 louis.judge@alamancecc.edu
Sheila Bissette, Administrative Assistant 336-506-4151 sheila.bissette@alamancecc.edu
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