CUSTOMER SERVICE AND TELEPHONE SKILLS TRAINING 

For all customer facing staff in the retail motor industry and in particular for garage receptionists and showroom staff.

The aim of this one day module will provide your staff with the necessary skills and competencies to cope with the pressures of dealing face to face with customers in the showroom and at the same time handle internal and external telephone calls efficiently and effectively.  This in depth training day deals with the principles and processes needed for providing exceptional customer service in a practical manner in the Motor Industry 
Content Includes:

How to 
· Recognise the need to deliver quality customer service and realise the importance of presenting a professional image 

· Develop a greater understanding of customer expectations and know how to evaluate overall customer satisfaction
· Understand how to establish customer needs by using questioning techniques

· Appreciate the importance of returning calls, keeping appointments and meeting deadlines

· Acknowledge customer concerns, problems or complaints and treating them seriously, understand how to turn complaints into opportunities 

· Understand the value of the telephone as a sales tool

· Identify the nature of calls received by the company and be able to address common queries 

· Know the importance of maintaining regular customer contact

· Understand customer database management systems 
Programme Trainer: Dorest College
Duration: 1 day 9.30 am to 5 pm 

Fee: €365
