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Customer Service Training Program – Suggested Workshop Topics
___________________________________________________________________________
Workshop #1: Customer Service Essentials
To each customer, you are the business! This workshop teaches the essentials of how to deliver professional customer service to both internal and external customers. A combination of knowledge, attitude, and skills are essential for service professionals to provide a quality and memorable customer experience. Learn the impact of delivering quality service for the business, the team, and the employee. It focuses on the important skills of making decisions, multi-tasking, and at the same time -  create a positive impression of the business.
Learning Outcomes
By the end of this session, learners will be able to:
· Articulate the essential customer service skills required to work in the retail and customer service industry,  
· Be aware of the impact each employee has to the overall success of the company, and
· Apply effective strategies to create a positive and lasting impression of the business.

Workshop #2: Cultural Considerations in Customer Service
Cultural diversity is commonplace in Manitoba business today, and the need to build cultural awareness is vital to an organization’s success. It will open the doors to respectful communication, customer service and growth. This session is designed to build awareness of how culture impacts team building, everyday conversations, and service delivery. Learners will explore how hierarchy generally works in the Canadian workplace and other examples of how culture influences how we work and serve customers.  
Learning Outcomes
By the end of this session, learners will be able to:
· Have an awareness of the cultural demographics currently impacting Manitoba, 
· Acknowledge personal biases, values, and assumptions and how culture influences customer service, and
· Have a stronger knowledge level and ability to communicate and work in a culturally diverse environment.  
  

Workshop #3: Building Respect in Diverse Work Teams 
We all deserve to work in a respectful work environment and to be treated with dignity. When people treat others with disrespect, the entire team is affected. Respect for coworkers and their respective roles in the workplace encourages a collegial work atmosphere. It also fosters collaboration, synergy and cooperation, which are essential ingredients for creating a great team. In this session, learners will have a better understanding of what a respectful workplace is and the behaviours that maintain respect at work. 
 
Learning Outcomes
[bookmark: _Hlk489779065]By the end of this session, learners will be able to:
· Understand expectations for working with others and showing respect in all workplace interactions, 
· Develop best practices for interacting and working effectively with others, and
· Exhibit behaviours that show respect and inclusivity when working with diverse groups of people.

Workshop #4: Handling Challenging Situations
Meeting the customer service challenge can be difficult. It takes “recovery” skills when things go wrong and teamwork and collaboration from coworkers. Gain the tools necessary to feel confident in dealing with challenging situations whether it is a customer concern or a workplace problem. This workshop will focus on thinking proactively, solving problems, and using effective communication. Learn to view a customer concern as a positive - only when you have been made aware that there has been a problem, you have the opportunity to fix it and keep that valuable customer returning to your business.
Learning Outcomes
· Assess one’s confidence and ability in handling conflict, 
· Use active listening skills and communicate information clearly and accurately to others, 
· Understand why policies and procedures are in place to prevent and resolve difficult situations, and 
· Learn problem solving strategies to resolve difficult situations and maintain a loyal customer base. 
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