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Customer Service Enhancement Workshop

	Program Objectives
	Content



	Learn how to:
· Identify different types of customers and deal with difficult customers
· Facilitate the role of employees and enhance the company image

· Develop and deliver superior customer services

· Manage the stress and Emotional Quotient (EQ) with positive attitude


	· Understanding what is Excellent Customer Service

· Recognising Customers Needs and Expectations

· Understanding Other’s Interaction Styles 

· Providing personality test for services related working environment (MBTI)

· Conflict Management and Problem Solving 

· Building and Maintaining Customer Relationship

· Four steps for dealing with difficult case

· Friendly Services Language

· Handling Customer Complaints 

· Dealing with your Emotional Quotient (EQ) and stress

Facilitator


Ms Virginia Choi, JP



	Methodology
· Mini-lecture
· Role-play

· Group exercise & presentation

· Practical experiences sharing


	· 

	Duration

1 Day


	· 
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