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“There is only one boss, and 

whether a person shines shoes 

for a living or heads up the 

biggest corporation in the 

world, the boss remains the 

same. It is the customer!  

The customer is the person 

who pays everyone’s salary 

and who decides whether a 

business is going to succeed or 

fail. In fact, the customer can 

fire everybody in the company 

from the chairman (CEO) on 

down, and he can do it simply 

by spending his money 

somewhere else.  

Literally everything we do, 

every concept perceived, every 

technology developed and 

associate employed, is directed 

with this one objective clearly 

in mind – pleasing the 

customer.”  

-Sam M. Walton 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Customer service means providing a service that satisfies the needs of a 
customer and keeps them coming back. Good customer service means much 
more – it means continued success, increased profits, higher job satisfaction, 
improved company or organization morale, better teamwork, and market 
expansion of services/products. 

Your customer service representatives are the face and voice of your business. 
Realize the value these frontline employees by investing in equipping them with 
skills they need to communicate positively and professionally with customers. 

How will you benefit? 
Upon completion of this program, you’ll be able to  

 Generate higher income from more sales, repeat business, referred 
business  

 Lower employee turnover and improve staff morale 

 Generate higher productivity and higher profits 

 Improved customer satisfaction scores 

 Reduced complaints, escalations and increase resolutions 

 Develop a uniform service language 

 Reduced costs and improve collections 

What does the program cover? 
 The key elements of customer service and expanding its definition 

 Who are customers 

 Developing a customer friendly approach and its benefits 

 Customer service qualities and traits 

 Conversations over the telephone 

 Responding to business emails 

 Making good first impressions 

 Major do's and don’ts of customer services 

 How to generate polite and friendly responses 

 Communicating with unsatisfied customers 

 Proactiveness and solving customer issues 

 Follow up with customers 

 Importance of sales and collection  

 Learn the answers to common objections 

 Learn power phrases  

 Understand basic customer attitudes 

 Listening and empathizing  

Who should attend? 
 Beginner 
 Practicing 
 Proficient  

Learning methodology 

Andragogy based on 

 SOLE 

 Differentiated instruction 

 Blended learning 

 Transformational learning 

Duration, Next Steps & Pricing 

If you want your customer service representative to provide a world class 
experience to your customers, then discuss your brief with our consultants.  
Get a customised intervention plan that meets your objective, works within 
your time frame and is budget-friendly. Write to us at: pallab@pallabmitra.com 
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