ABOUT THIS COURSE

I videoarts
ADVISING THE CUSTOMER ‘oo stioteaming

AT A GLANCE:

Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
Hungarian, Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

In this course you can explore how knowing your customer and un-
derstanding their needs will help your team serve customers better.
The areas covered are product knowledge, features and benefits and
matching these to customers with an understanding of what is im-
portant to them. You’ll also learn that the majority of your decisions
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For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.
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AFTER SALES

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
French, Hungarian, Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

By taking this short course you will gain a greater understanding of

how sales and service are linked, both for your company and for your
customers. The ‘sale’ doesn’t stop when the customer has bought a
product or service, and after sales care can affect future buying
decisions, as well as the reputation of both you and the company you
WOrKTor e T
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them and it will help you get the best for the

WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

www.videoarts.com
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COMMUNICATING EFFECTIVELY Longer lasting learning

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
Hungarian, Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

This course explores the art of effective communication using good
questioning techniques together with an appropriate tone and style.
It covers the 6 key types of questions: open, closed, recall, rhetorical,
assumptive and leading, as well as useful scenarios where they may
be most effective.

——————

r
. QuestioningTechniques Part 1 - To get to know you

customers and their needs.
. Questioning Techniques Part2 -

customer’s interest. ‘ ' »
3ic’lfllsril'ig\’(:)ur Voice Effectively - Think about your pitch, p

) "
and tone and use your natural voice when engagl g

S WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

To help guide and control
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COMPLAINTS Longer lasting learning

AT A GLANCE:
Course length: 40-60 mins

Video length: 25 mins

Languages: English, Chinese,
Italian, Spanish

Customer Service

Collection
High-impact lessons for
| front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

Very few organisations get everything right on every occasion. When
things go wrong, sometimes it’s no-one’s fault. Accidents do happen
and they occur without warning. However, the problem is that
customers, the most important people to any organisation, can be
affected: and sometimes very badly.

KEY INSIG

Whether dealing withac
quality of a service or pro
complaint can 0
business.

omplaint concerning the
duct a well-handled
ften achieve a great deal for your

WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

www.videoarts.com
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CUSTOMER TYPES Longer lsting learin

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
Hungarian, Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

What's included?

- Bite-size videos
- Interactive exercises
- Knowledge checks

ABOUT THIS COURSE [ <

This course explores four common types of customer behaviour and
some effective ways of dealing with them to get a constructive out-
come. They include a variety of environments including retail, office
and hotel settings.
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- WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.
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CUSTOMERS ON THE 'PHON"E Longer lasting learning

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
Hungarian, Italian, Spanish

_ g ' Customer Service
' Collection
i ; High-impact lessons for
; front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

ABOUT THIS COURSE

This course looks at the structure of phone calls and how to
understand them as well as use them effectively. They build on
questioning techniques and cover 3 main areas.

————
- —— -
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When closing the call, don’'t leave Programper
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structure, asking open questions W Memorapie
show that you are listening. e University,
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mmm WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

. First Impressions on
phone, answer right away
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FIRST IMPRESSIONS

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
Hungarian, Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

This course explores the power of first impressions, and how to avoid
poor customer service attitudes and approaches. The art of choosing
your attitude, as well as leaving your emotional baggage behind and
starting each day afresh are explored. The session also demonstrates
the 5 monsters of customer service, and the STANCE model for

our
A Human Touch - Remember your customers are alsoy

guests, sO acknowledge them straight away.n e
. Dropping Your Emotional Baggage - You ca

you want to be at work.
. How Not To Approach People

_ Be aware of your body

[ s of
language and don’t become one of the five monster

stomer service. : : .
CuSTANCE - Make a great first impression, remembery

STANCE. WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

www.videoarts.com
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IF LOOKS COULD KILL = ‘s

AT A GLANCE:
Course length: 40-60 mins

Video length: 29 mins

Languages: English, Chinese,
Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

| What's included?
- Bite-size videos
- Interactive exercises
- Knowledge checks
- Course leader guide
- Series infographic

In this spoof detective case Dawn French is driven to distraction
by the careless behaviour of customer service staff.

KEY INSIGHTS

al expert Dr Peter Honey this
ustomers more
power of behaviour.

Written by behaviour -
video will help you degl with ¢
effectively by harnessing the

WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

www.videoarts.com
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ONLINE CUSTOMERS Conger astng learnin

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
Hungarian, Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

This course explores the world of multi channel customer service
including social media, highlighting the need for clear consistent
professional communications across all channels, but also taking a
look at some of the specific challenges of social media.

mailing and in webchat, you
might in a letter, but don’t

. Email and Web Chat - When e
can be more informal that you

ke it too far. . .
toaSr.:cial Media and the Customer - When using socia

media, empathise with customers publicly, t.)ut te;ke

one—tc;-one discussions away from the FJUbllC! ey .ever ully
Social Media and You - On social media you're n i

;ffoduty Make sure you maintain high personal standaras.

WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

www.videoarts.com



ABOUT THIS COURSE E vi d eo art sm

SERVICE FOR SALES Conger astng learnin

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
Hungarian, Italian, Spanish

Customer Service

Collection
High-impact lessons for
front-line teams.

What's included?
_— - ), - Bite-size videos

ABOUT THIS COURSE

- Knowledge checks
- Course leader guide
- Series infographic
By working through this course you’ll gain a greater understanding of
how sales and service are linked, both for your organisation and for
your customers. The videos explore the ways to engage with custom-
ers more effectively and look at up selling and cross selling within a
service scenario. The added bonus is that the customer actually gets
a better service from someone who understands
and meets their underlying needs.

The Video Arts , ,

------------------ prO T
________________________ Provige ag amMmeg

Crystal; t not on
af‘lSes the i y
Dealing With Objections - When dealing with customers
objections, don’t panic - play :It cool.
. Discovering Their Needs - Discover
Even they might not be sure what |.t is.
. Storytelling - Share positive stories from
to bring your products or services to life.

the customer’s need.

your customers

WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

www.videoarts.com
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THE POWER OF BEHAVIOUR Longer lasting learning

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
French, Hungarian, Italian, Spanish

Customer Service

Collection
| High-impact lessons for
front-line teams.

What's included?
- Bite-size videos

- Interactive exercises

- Knowledge checks

- Course leader guide

- Series infographic

ABOUT THIS COURSE

This module looks at the power of different behaviours on oneself
and others around us. It looks at choosing different behaviours and
gives strong examples to clearly show how a constructive positive
approach is beneficial for customers and service people alike.

——
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WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

or hinder a transaction.
think about your visual beha
« Choosing Your Behaviour -
the right kind at the momen
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WHEN THINGS Go WRONG Longer lasting learning

AT A GLANCE:
Course length: 15-20 mins

Video length: 2-3 mins

Languages: English, Chinese,
French, Hungarian, Italian, Spanish

Customer Service

Collection
| High-impact lessons for
| front-line teams.

' What's included?
- Bite-size videos
- Interactive exercises
- Knowledge checks
- Course leader guide
- Series infographic

Very few organisations get everything right on every occasion. When
things go wrong sometimes, it’s no-one’s fault. Accidents do happen and
they occur without warning. However, the problem is that customers, the
most important people to any organisation, can be affected, and
sometimes very badly. Knowing how to handle a customer complaintis a
key skill for all customer-facing staff.

Ip———
—— i —
———

ght Questions - When dealing with .
uestions to understand the issue

o confirm a resolution. .

Involve the customer in the
preferred solution would be,

. Asking the Ri
complaints, ask open g
and closed questions t
. Gettingto a Solution - .
solution. Ask them what their
and offer them options.
. Listening to the Customer
complaint, listen and empat

_When dealing with a
hise,don’t sympathise.

WHO AND WHY

For any customer-facing members of staff dealing directly face-to-face, over the
phone, or online.

www.videoarts.com



