MAWA EVENTS

Address: No. 857, Block A2. Leisure Commerce Square - No 9., 46150 Petaling Jaya, Selangor, Malaysia

MAWRA EVENTS

Trusted in Delivering Excellence

Phone: +601116373203 | Email: info@mawaevents.net

EXCELLENCE IN CUSTOMER SERVICE (ADVANCED)

“Deliver Service Beyond Expectations — Master the Art of Creating Loyal, Delighted Customers.”

Venue (In-house) Fees

At Your Organization Premises Ask For The Quotation

Available delivery methods: In-House Training

Introduction

In today’s highly competitive marketplace, exceptional customer service is no longer optional — it's a defining factor of business
success. Organizations that consistently exceed customer expectations build stronger relationships, enhance loyalty, and gain a

lasting competitive advantage.

The Excellence in Customer Service (Advanced) course is designed for experienced professionals who wish to elevate their service
delivery from good to outstanding. It focuses on understanding customer psychology, mastering emotional intelligence, handling
challenging situations with professionalism, and creating memorable experiences that turn customers into advocates. Participants will

engage in real-life case studies, simulations, and role plays to refine their service mindset and apply world-class service techniques.

Objectives

By the end of this course, participants will be able to:
o Understand the evolving expectations of today's customers.
e Apply emotional intelligence to enhance customer satisfaction.
o Build deeper rapport and trust with diverse customer types.
o Handle difficult customers and resolve conflicts gracefully.
o Deliver personalized, empathetic, and proactive service.

o |dentify and exceed customer needs through effective questioning.

Align service delivery with brand values and organizational goals.

e Foster a customer-centric culture within their teams and organizations.
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Why Attend

Customer expectations are higher than ever, and service excellence has become a key differentiator in every industry. This advanced-
level course helps professionals move beyond basic service skills to deliver exceptional, value-driven experiences that inspire loyalty

and long-term relationships.

Whether you're in frontline service, management, or a support role, this program will sharpen your communication, problem-solving,

and interpersonal skills to achieve customer service excellence that sets your organization apart.

Target Audience

This course is ideal for:
e Senior Customer Service Representatives and Call Center Agents
e Frontline and Back-office Service Professionals
o Client Relations Executives and Account Managers
e Customer Experience (CX) Specialists
e Team Leaders and Service Supervisors

e Anyone seeking to enhance advanced customer service capabilities

Individual Benefits

e Learn advanced techniques for handling complex customer situations.
e Strengthen communication, empathy, and persuasion skills.

e Build confidence in managing complaints and resolving issues.

e Understand customer emotions and tailor responses effectively.

e Improve personal effectiveness and emotional resilience.

e Enhance professional image and credibility in customer-facing roles.

Organizational Benefits

e Higher customer retention and loyalty rates.

e Improved service consistency and brand reputation.

o Empowered employees who represent the organization professionally.
e Fewer escalations and faster resolution of customer issues.

e Enhanced teamwork and service coordination.

o Creation of a sustainable, customer-focused culture across departments.

Instructional Methodology

The training is delivered through a highly interactive and experiential approach, including:
¢ Role Plays and Real-World Scenarios to practice advanced techniques.
o Case Studies from world-class service organizations.
e Group Discussions on customer psychology and behavior.
e Self-Assessment Tools to evaluate service style and communication tone.
o Video Analysis of best and poor service interactions.

e Action Planning Sessions to apply learning to real work situations.

Participants will receive personalized feedback and guidance for continuous improvement.

+601116373203 www.mawaevents.net info@mawaevents.net



MAWA EVENTS

Address: No. 857, Block A2. Leisure Commerce Square - No 9., 46150 Petaling Jaya, Selangor, Malaysia

MAWRA EVENTS

Trusted in Delivering Excellence

Phone: +601116373203 | Email: info@mawaevents.net

Course Outline

Module 1: Understanding the Psychology of the Modern Customer
Module 2: The Foundations of Service Excellence and Brand Alignment
Module 3: Emotional Intelligence and Empathy in Customer Service
Module 4: Advanced Communication and Listening Skills

Module 5: Handling Difficult Customers and Managing Emotions
Module 6: Turning Complaints into Opportunities

Module 7: Creating Memorable Customer Experiences

Module 8: Service Recovery and Building Long-Term Loyalty

Module 9: Coaching for Continuous Service Improvement

Module 10: Developing a Customer-Centric Mindset and Action Plan

Certification

Upon successful completion, participants will receive a Certificate in Excellence in Customer Service (Advanced), recognizing their
mastery of advanced customer service strategies, emotional intelligence, and leadership in delivering world-class customer

experiences.

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.
o 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 TEL: EMAIL:

Interested in running this course for your team?

Please contact us: +601116373203 info@mawaevents.net
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