
 

Delivering World Class Customer Service 
Duration: 1 day 
 
Course Overview 
Welcome to the "Delivering World Class Customer 
Service" training program! This dynamic one-day 
workshop is designed to empower participants with 
the knowledge and skills to provide exceptional 
customer service that exceeds customer 
expectations. In today's competitive business 
landscape, delivering world-class customer service 
is key to building customer loyalty, enhancing brand 
reputation, and fostering long-term success. 
In this training, you will explore the core principles 
of customer service excellence, learn effective 
communication techniques, and understand the 
importance of anticipating and fulfilling customer 
needs. Through interactive role-plays and real-life 
scenarios, you will practice handling various 
customer service situations with confidence and 
professionalism. 
By the end of this program, you will be equipped to 
deliver world-class customer service, creating 
memorable experiences that leave a lasting positive 
impression on customers. 
Whether you work in customer-facing roles, sales, 
or management, this program will provide you with 
the tools and mindset to excel in providing 
outstanding service and making a significant impact 
on customer satisfaction. 

Who should attend? 
This program is suitable for customer service 
representatives, front-line staff, sales professionals, 
managers, and anyone who interacts with 
customers and strives for excellence in customer 
service. Whether you are a seasoned customer 
service expert or new to customer-facing roles, this 
training will benefit you if you aim to provide world-
class customer service and create exceptional 
experiences for customers. 

Context 
After this course, you will be equipped to deliver 
world-class customer service, creating memorable 
experiences that leave a lasting positive impression. 

How certification is earned 
Upon successful completion of this course, you will 
be awarded a certificate of attendance from Expleo 
Academy. 

 

Prerequisites & pre-reading guidelines 
There are no specific prerequisites for this course. 

Related courses 
Attendees may also be subsequently interested in  
• Managing Complaints & Challenging Customers 

Course Objectives 
On completion of this training, attendees will be able 
to: 
• Understand the Importance of World Class 

Customer Service: 
o Recognise the significance of delivering 

exceptional customer service for business 
success. 

o Appreciate the impact of positive customer 
experiences on customer loyalty and brand 
reputation. 

• Master Effective Communication Skills: 
o Develop effective verbal and non-verbal 

communication techniques. 
o Practice active listening to understand and 

address customer needs. 

• Anticipate and Exceed Customer Expectations: 
o Understand the importance of anticipating 

customer needs and preferences. 
o Learn strategies to go above and beyond to 

exceed customer expectations. 

• Handle Difficult Customer Situations with 
Professionalism: 
o Gain skills in managing challenging 

customer interactions with empathy and 
composure. 

o Implement de-escalation techniques to 
resolve conflicts and build rapport. 

• Foster a Customer-Centric Mindset: 
o Embrace a customer-centric approach in all 

customer interactions. 
o Cultivate a positive attitude and proactive 

approach to customer service. 

• Build Long-Lasting Customer Relationships: 
o Explore techniques for building rapport and 

trust with customers. 
o Implement strategies to create memorable 

experiences that foster customer loyalty. 
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Course Outline

Introduction to Delivering World Class 
Customer Service 
• Recognising the significance of exceptional 

customer service in business success 
• Understanding the impact of positive customer 

experiences on customer loyalty 

Mastering Effective Communication Skills 
• Developing effective verbal and non-verbal 

communication techniques 
• Practicing active listening to understand and 

address customer needs 

Anticipating and Exceeding Customer 
Expectations 
• Understanding the importance of anticipating 

customer needs and preferences 
• Learning strategies to go above and beyond to 

exceed customer expectations 

Handling Difficult Customer Situations with 
Professionalism 
• Gaining skills in managing challenging customer 

interactions with empathy and composure 
• Implementing de-escalation techniques to 

resolve conflicts and build rapport 

Fostering a Customer-Centric Mindset 
• Embracing a customer-centric approach in all 

customer interactions 
• Cultivating a positive attitude and proactive 

approach to customer service 

Building Long-Lasting Customer Relationships 
• Exploring techniques for building rapport and 

trust with customers 
• Implementing strategies to create memorable 

experiences that foster customer loyalty 

Join us for an engaging and transformative learning 
experience that will enable you to elevate your 
customer service standards and delight your 
customers at every touchpoint. 
 

 

 

 

 

 

 

 

Training Methodology 
This training program adopts an interactive and 
experiential approach. Participants will engage in 
role-plays, group discussions, customer service 
scenarios, and skill-building exercises to practice 
and apply customer service principles.  

Facilitators with expertise in customer experience 
and service excellence will provide personalised 
feedback and guidance to support participants in 
enhancing their customer service skills. The training 
will create a collaborative and supportive learning 
environment, enabling participants to learn from 
real-life scenarios and peer experiences. 
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