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The Course will cover the following areas:.





How to develop proactive policies and procedures 


How to create an environment for public satisfaction even when things go wrong 


Develop positive communication skills 


Develop the appropriate nonverbal communication style – even over the phone 


Improve listening skills to better understand the customer’s real needs 


How to use winning words, phrases and questions to defuse an emotional situation 


Successfully handle different types of personalities 


Know what to do when a situation goes from bad to worse 


How to learn from negative experiences 


How to communicate that the rules or laws cannot be changed just for them 


Being prepared with professional responses to stupid questions 


How to recover if you do or say something inappropriate 


How to be sensitive to the situation without sympathizing 


How to calm upset people over the phone and in person 


How to listen completely, speak respectfully, and focus on the positive 


How to avoid taking negative public comments about your organization personally 


How to deal with your stress in stressful situations 


Keep motivated to prevent burnout 











Meeting Customer Service 


Challenges in the Public Sector








Specifically designed for public services and government agencies, this imaginative and interactive customer service training uses real-world examples to train public employees how to create satisfied customers at every customer contact.  


 


This seminar teaches service representatives skills, tips, and techniques to make quality customer service a reality in any public agency.  Each training session is tailored to your agency and organization using cases and example your service personnel can relate to





Participants learn how to shift the focus from what can’t be done to what can be done for the customer.  They learn how to use facts to help customers vent frustrations instead of taking it out on the service representative.  They discover how to ask questions, improve listening skills, and use communication techniques that can turn hostile customers into appreciative advocates of the agency and the customer service representative themselves.





Who Should Attend:


Managers


Consultants


Executive


Supervisors











For Enquiry & Registration,


Please contact:





BUSCAT Sdn Bhd. (761020—X)


312—B Level 2 Diamond Complex,


Bangi Business Park,


43650 Bandar Baru Bangi, Selangor.


Tel : 03 20969361


Fax : 03 20969397


www.buscat.com.my


buscat@ymail.com
































TrainingSolution@Work








2 Day Course





Venue : Residence Hotel   


              UNITEN


Date    : 26 & 27 Jan


Time   : 9.00 a.m – 5 p.m


Fee      : RM 1,190/person





Group Discount is available
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