
CUSTOMER SERVICE EXCELLENCE FOR CALL CENTRE
“Deliver Outstanding Customer Experiences Through Effective Communication, Empathy, and Professionalism.”

Schedule

Venue (In-house) Fees

At Your Organization Premises Ask For The Quotation

Introduction

Call centres are the frontline of customer interaction and play a vital role in shaping an organization’s image and reputation.
Exceptional customer service within a call centre environment requires more than just technical knowledge—it demands strong
communication, empathy, problem-solving, and relationship-building skills.

The Customer Service Excellence for Call Centre course equips participants with the tools and techniques needed to provide world-
class service, handle customer inquiries and complaints efficiently, and build long-term loyalty. Participants will gain practical insights
into managing customer expectations, improving call quality, and creating memorable customer experiences that drive satisfaction
and retention.

Objectives

By the end of this course, participants will be able to:

Understand the principles of customer service excellence in a call centre environment.
Communicate clearly and professionally with diverse customer types.
Demonstrate empathy, active listening, and positive communication.
Handle difficult customers and challenging situations with confidence.
Apply call handling best practices to enhance customer satisfaction.
Manage time effectively and meet call performance targets.
Deliver consistent service aligned with organizational standards.
Build rapport and trust to improve customer retention and loyalty.
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Why Attend

This course is essential for call centre professionals who want to elevate their service quality and performance. Participants will
develop advanced interpersonal and communication skills to manage customer interactions effectively, ensuring every call contributes
to a positive brand image and customer loyalty.

Target Audience

This course is suitable for:

Call Centre Agents and Representatives
Customer Service Officers
Help Desk and Support Staff
Call Centre Supervisors and Team Leaders
Professionals seeking to enhance their call handling and communication skills

Individual Benefits

Gain confidence in handling diverse customer interactions.
Improve communication, listening, and empathy skills.
Learn proven techniques for managing difficult or angry customers.
Enhance call handling efficiency and service consistency.
Build resilience and professionalism under pressure.
Boost career growth and recognition in customer service roles.

Organizational Benefits

Strengthen brand reputation through exceptional customer experiences.
Improve first-call resolution rates and reduce customer complaints.
Increase customer loyalty and retention.
Enhance employee motivation and performance.
Develop a consistent service culture across all customer touchpoints.
Align call centre operations with business goals and quality standards.

Instructional Methodology

The training uses an interactive and experiential learning approach through:

Instructor-led presentations and group discussions
Real-life call simulations and case studies
Role-playing exercises for customer interaction scenarios
Communication and empathy skill-building workshops
Feedback and coaching sessions for performance improvement
Practical assignments and peer learning activities
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Course Outline

Module 1: Introduction to Customer Service Excellence in Call Centres

Module 2: Understanding Customer Expectations and Behavior

Module 3: Professional Telephone Etiquette and Communication Skills

Module 4: Active Listening, Empathy, and Emotional Intelligence

Module 5: Handling Complaints and Difficult Customers

Module 6: Time Management and Call Efficiency Techniques

Module 7: Quality Assurance and Performance Metrics

Module 8: Managing Stress and Maintaining a Positive Attitude

Module 9: Building Long-Term Customer Loyalty and Trust

Module 10: Capstone Workshop – Real Call Scenarios and Best Practices

Certification

Upon successful completion, participants will receive a Certificate in Customer Service Excellence for Call Centre, recognizing their
ability to deliver superior customer interactions and contribute to call centre performance excellence.

Why Choose MAWA Events

Global Expertise: More than 17 years of experience in professional training and consulting.
Industry-Leading Faculty: Courses delivered by seasoned professionals with hands-on experience.
Practical Insights: Learn to turn theory into actionable strategies for real-world business impact.
Client-Focused Solutions: Customized programs designed to achieve your organisation’s unique goals.

In-House / Customized Training

Interested in running this course for your team?
Please contact us:

TEL:

+601116373203

EMAIL:

info@mawaevents.net

© Material published by MAWA Events shown here is copyrighted. All rights reserved. Any unauthorized copying, distribution, use, dissemination, downloading, storing (in any medium),

transmission, reproduction or reliance in whole or any part of this course outline is prohibited and will constitute an infringement of copyright.
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