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ef fective customer/ c lient service a nd telephon e  skill s 

course overview 
The objec tive of this wor kshop is to maxismise customer/ client ser vicing skills of 

customer ser vice teams whilst improving the customer experience in demanding 

operational environments. 

who should attend? 
Anyone who has responsibility for ser v1c1ng clients, account handling, sales 

suppor t ,  as well as up-selling/ cross selling ser vices, solutions or produc ts to 
existing clients as par t this role. 

objective 
The objec tive of this programme is to increase and improve customer, operational 

and client ser vice teams's abili ty to empathise with customers and thereby improve 

the customer experience. Clients must perceive the customer ser vice teams as 

par tners working on their behalf, as opposed to obstacles to a solution. Emphasis 

will be placed on ensuring clients feel the client/ customer ser vice agent understand 

their requirements and are doing every thing in their power to hel p the customer and 

reduce their frustrations when applicable, whilst managing client expec tations 

through greater ownership and accountabili ty. 

having attended this workshop your team wil l  be able to: 

• Improve customer experience by empathising wi th client concerns

• Improve clarity and consistency of messages to customers on all calls

• Improve quality of email correspondence

• Increase ef ficiency by using the telephone more of ten to deal with issues

• Resolve conf Lic ts whilst retaining client credibility and respec t

• Know how to engage clients in the extended conversation

• Know the right questions to ask and when to ask them

• Improve their ability to manage client expec tations

• Anticipate and understand customer requests/responses on the phone

• Know how to solve the problems before they become major complaints

• Know how to Lead and control the call wi thout upset ting customers

• Anticipate and turn around complaints

• Improve Listening skills and resolve issues
• Develop an ef fec tive, comfor table, personal approach

• Have more confidence at dealing with issues and complaints

• Dif ferentiate call approaches depending on customer personalities

• Make bet ter judgment calls on the necessity for escalation

• Focus the call and handle issues to the clients satisfac tion

• Develop an ef fec tive, comfortable, personal approach



course style 

This course is highly interactive and par ticipative and will provide oppor tunities for 

client ser vices delegates to apply workshop methodology using role play and to 

develop action plans designed to increase client usage of their ser vices, products 

and solutions. 

course duration 
1 day workshop. Number of Par ticipants 8 -12 

or 

1 and day workshops with day follow through. 



programme agenda 
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ef fec tive customer/ client ser vice and telephone skills 

Day 1 

9:30 a.m 

1:00 p.m 

The Customer Service Cycle 

Principles of Good Client Service 

The Mission Statement 

Responding to customer queries and issues: 

Inbound & Outbound call approaches 

Email Cor respondence 

Phone or Email? 

Infor mation gathering 

Presenting options or solutions 

Verification 

Resolution & Commit ment 

Coordinated Responses 

Role-Play 

Conf lic t Resolution & Complaints: 

Behaviour st yles 

Managing Expec tations 

Climbing the Mountain of Anger 

Painting a self por t rait 

Communication St yles 

Speaking your customer's Language 

Listening skill s 

Role Play 

Lunch 

Adding value to c lient relationships: 

Transition Phrases 

3rd Par t y  Endorsement 

Qualification Statement 

The By the Way technique 

Cour tesy Follow-up call 

Role Play 



5:30 a.m 

Day 2 

Wrap-up 

Dialogue Templates 
Demand Led or Task Led Prioritisation? 

Live call/ Analysis and Feedback 
Email correspondence Analysis and Feedback 

Techniques to Improve Overall ef fectiveness 
Action Planning & Objective setting 



about your trainer - Buki Mosaku 
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Buki Mosaku is the founder of Inquire Management and Results Oriented Sales 

Solu tions a corporate development and sales training consultancy. He has trained 

thousands of sales people of all Levels working wi th companies such as Royal 

Du tch Shell , Motorola, Arkadin, Aviva Investors, GI.G Par tners, Marsh, Willis, Prime, 

Fideli ty, Gar tmore, Threadneedle, Marsh, Heath Lamber t ,  Lock tons, SBJ, Alexander 

For bes, AON, Goldman Sachs, JP Morgan, Morgan Stanley, HSBC, Dun & 

Bradstreet ,  Lloyds lSB, Standard L ife, F ideli ty  International as well as 

mid-market and star t up companies across Europe, Asia and Africa. 

He is th e author of Fast Track-7 Steps to Generating More Prospec ts, Closing More 

Sales and Growing E xisting Business, ROAM™ - Results Oriented Appointment 

Making, Coaching Strategy for ROAM™ workshop, ROAR™ Results Oriented 

Accelerated Referral System, ROSS™ - Results Oriented Selling Skills, ROSM™-Results 

Oriented Sales Management , Coaching and Development for lSS™ workshop and 

PElS™ - Peak Ef ficiency Telephone Selling Skills audio programmes. He has also 

appeared inthe Times and regular ly appears as a guest on BBC radio sharing his 

views on sales, business development and staf f motivation. 

"Buki's training was delivered energetically and enthusiastically and was enjoyed by 

all par ticipants. His approach helped provide focus and struc ture to the team's 

ac tivi t ies Leading to the progression of a number of Leads". 

Nicholas Birchall Head of UK Defined Benefi t Client Relations 

• • • • 
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"Arkadin have utilised Buki Mosaku's unique training programme on several 

occasions, he has an inspirational style and a sales methodology that has an 

immediate impac t on thesales per formance and energy of the team ... this in turn 

generates increased revenue and improved results. Leo Ripley, UK Sales 

Director , Arkadin 

1m� SOURCE

Buki Mosaku is a credible trainer-he deals with real si tuations. Ver y prac ticle 

... targeted focused training 

Mark Browning, MD Produc tion ITN 
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" ... The team were really impressed and pleased. .. This has hel ped the team tackle the 

subjec t mat ter with more vigour and conf idence. Some simple yet helpful 

techniques ... we're posit ive that the results will cont inue." 

Laurence Smith I Senior Cl ient Manager 

AON Limited I Pr ivate Cl ients 

1t:b\ Diglt�I .. �� 

"Many thanks again for a great session really enjoyed it - some ver y helpful t ips .. .for 

the Account Managers - Look for ward to the next sessions!!" 

Myra �ons, Senior Account Manager , Digital Look 

"Feedback was excellent .. .. was ver y impressed" 

Keith Tracy - Chairman Global Professional Ser vices Prac t ise Group, F inex 
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I thought I would drop you a shor t note to say thank you for a most enjoyable course 

Last week. I have been on many t raining courses over the years but I have to say yours 

was quite inspir ing. Char lot te Phill ips, Senior Account Direc tor Hemscot t IR 
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"Just wanted to say thank you for the t raining that you under took for my team Last 

week - feedback has been really good from the team ... "Trac y Ashton, Head of Cl ient 

Ser vices, Commerc ial 

M 

" ... Mr Mosaku is an excellent t rainer ... the del iver y was outstanding. This has meant 

a def inite posit ive impac t in sales per formance and improves margins ... " 
Nik Patel , Head of Sales - Motorola Gov t & Enterpr ise Business Middles East & Af r ica 

"Just a shor t note to tell you that Ian ... just got 5 Refer ral's out of a call with the 

xxxxx Building Soc iet y!!! -Set t ing the pace for the review in Oc tober ". 
Gar y Smith, Business Development Direc tor , Aon- Corporate Risk 
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I have used Buki M osaku a number of times over the Last few years; both for 

one-on-one coaching and for group training sessi ons. On each occasi on I have found 

him to be highly effective and to have met and exceeded the objectives we agreed 

with him ... 

I am happy to say that Buki has n ot only significantly improved the results I have 

achieved whilst working with him, but helped me (and my team) devel op skill s that 

can be used time and again, in all walks of Life, to achieve the results that we want. 

Matt Sur fleet Head of Account Management 


