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	Session
	Content

	Session 1
	Introduction to Customer Service
· Course expectations
· What is customer service?
· Terminology
· Skills you need
· Researching customer service job requirements
· Using social media

	Session 2


	Customer Service Communication
· Talking to customers
· Speaking clearly
· Understanding non-verbal listening skills
· Telephone communication skills
· Understanding customer service policies
· Reading and writing general business information

	Session 3
	Customer Service Written Communication
· Understanding customer service policies
· Reading and writing general business information

	Session 4


	Customer Service Technology Overview
· Cash registers
· POS systems
· Phone queues

	Session 5

	Customer Relations
· Determining customer needs and wants
· Creating a friendly environment
· Dealing with difficult situations
· Problem solving

	Session 6
	Accessible Customer Service
· What is accessible customer service? 
· AODA video training
Practical Application of New Skills
· Role play
· Responding to customer complaints
· Using a cash register



