
 
 

 

 

CUSTOMER SERVICE EXCELLENCE (ONE DAY)  

 
 
 
 

Course Content 

  

 
 

Who are my Customers? 
• 

• 

• 

• 

Establishing a Positive Attitude  
• 

• 

• 

• 

• 

Customer Needs & Expectations 
• 

• 

• 

• 

• 

Dealing with Customer Complaints & Managing 
Challenging Situations 
• 

• 

• 

• 

Communication 
• 

• 

• 

• 

• 

• 

• 

• 

 
Telephone Communication 

• 

• 

• 

• 

 
Email Communication 

• 

• 

 


