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Course 107:  Front Line Customer Relations

Course Description…

Every company has its front line: receptionists, help desk operators, order takers; those that are the first representative of the company that the public encounters.  Many times sales are made or not, based on the effectiveness of that one person, regardless of the reputation of the company or the value of the product.  This course is aimed at those who are on the firing line of public interaction.  It teaches the skills necessary to present a good impression for the individual and the company.

Learning Objectives…

· Understand the basics of public interface
· Relate the essence of two-way successful communication
· Apply skills to handling problem customers

· Grasp the fundamentals of negotiation

Who should attend…

Audience includes anyone who meets the public on behalf of a company or organization.

Prerequisites…

There are no specific prerequisites.

See next page for a detailed course outline…

Course Outline…

Introduction and Overview

Course Objectives

Unit 1: Introductions

Unit Objectives

Meeting the Public

· First impressions

· Second impressions

· Giving directions

Phone Styles
· Voice messages

· Pauses that refresh

· Closing comfortably

Unit Summary and Best Practices

Unit 2: Dealing with Customer Problems

Unit Objectives

Customer Is Not Always Right
· Listen first

· Negotiate second

· Effective results

Defusing and Satisfying

· Problems and solutions

· The satisfied customer

Unit 3: Interpersonal Communications

Unit Objectives

Effective Communications

· Clarity

· Rapport

· Blending

· Matching

Basic Negotiation Skills

· Three phases of negotiation

· Collaborative negotiating

Unit 4: The Bottom Line

Ideas to use

Where to go for more information
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