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Customer Service Excellence  

 

 Duration:  

 2-days non-accredited workshop   

 3-days accredited training course   
 

Target Audience:   
 

This programme is aimed at employees on an operational level that deal directly with customers. This includes 

anyone that deals with clients in a sales or customer service capacity.    

 
Aim: 
 
This course provides delegates with the essential customer service elements that make up service excellence.  
Delegates will fully understand the nature and importance of customer management and the techniques for 
query and complaint resolution.   

 

This practical, highly interactive hands-on training programme will equip delegates with vital communication 
techniques, offering products and services as well as cultural awareness when dealing with customers and 
colleagues.  

 
 
Learning Outcomes:  
 
After this programme delegates will be able to:  
 

 Provide customer service to various types of customers  

 Be able to interact with customers and better understand their needs  

 Deal with Customer Complaints and Requests  

 Be able to respond to customers with factual and accurate information  

 Obtain customer feedback to increase customer satisfaction  

 Understand the dynamics of diversity in the workplace  

 Be able to use a problem solving model with relation to service excellence  
 

 
Unit Standard Alignment: 
 
 

US ID US Title NQF Level Credits 

242829 Monitor customer satisfaction 4 3 
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Entry Requirements: 
 
In order to access this programme, learners need to have proven competency in:  

 Language, numeracy, literacy and communication at NQF 3 or equivalent 

 Computer Literacy at NQF level 3 or equivalent.   
 
 

 Course Outline: 
 
 
Module 1: Nature of Customer Service and Communication Skills 
 

 Provide customer service to various types of customers  

 Interpersonal skills  

 Ways of establishing rapport with customers and maintaining a professional relationship  

 Describe products and services provided by the organisation  

 Customer requirements and requests  

 How to promote the features and benefits  
 
Module 2: Deal with Customer Complaints and Requests  
 

 The importance of evaluating/dealing with complaints  

 Understanding company standards and identify person responsible for resolving complaints  

 Ways to rectify complaints  

 Suggest possible ways to improve the procedure for handling customer complaints  
 

Module 3: Monitor Customer Satisfaction  

 Obtain Customer Feedback  

 Methods used to monitor staff-customer relations  

 Ways to obtain customer feedback  

 Ways of increasing customer satisfaction  
 
Module 4: Be culturally aware when dealing with customers and colleagues  

 Interact with customers and people in the workplace  

 The cultures of the main population groups within the community, workplace and province  

 Show consideration for cultural norms and differences  

 Anticipate and deal with customer's needs within the context of their culture  

 Take appropriate action to resolve problems arising from cultural differences  

 Make suggestions to assist colleagues to deal with cultural differences  
 
 
 
 

We tailor-make our training solutions.   
 

Contact your New Link consultant today to discuss your specific 

training requirements!  
 


