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Indiana Municipal Power Agency

Customer Service

Essentials

How can you and your team consistently
deliver an exceptional customer service
experience for your customers? This
course will cover proven, reproducible
communication techniques that empower
you and your team members to make
every interaction a productive and
successful one, transforming customers
into loyal and enthusiastic advocates.

Using customized, real-life examples,
participants will learn how to apply these
techniques to any situation and relate to
customers in an authentic and professional
way. The end result is a consistent, top
level service model.

Participants in this session will learn how

to:

« Consistently create positive first
impressions

* Convey positive voice tone and word
choices

e Guide and control conversations

 Understand when and how to use
empathy

e Build and maintain rapport

* Transform negative messages to aid in
customer cooperation

o Skillfully handle difficult interactions

Apply standards for internal and
external communication



