Customer Excellence
Corporate Training
Course for Employees
Drive Team Excellence and Build Lasting

Capabilities That Translate Into Real
Performance Gains
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The Shift From Transactional Service

Inconsistent
Service Delivery

Reactive
communication,
fragmented problem
solving, varying
service standards.

to Customer Centricity

N

The Capability
Activation

Implementation of
structured customer
excellence training and
emotional intelligence
development.

%
Lasting Loyalty
and Success

Proactive conflict
resolution, continuous
improvement mindset,

and higher customer
satisfaction.
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Program Architecture and Global Delivery Metrics
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6 - 8 Hrs Instructor-Led Group Virtual, On-Site, or
Training Off-Site

Expert Facilitation Flexible Delivery Modalities

& 52

10,000+ Trainers Course Completion
Globally Certificate

Unmatched Delivery Capability Verified Employee Recognition

Comprehensive Course Duration
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Foundational
Knowledge
Basic understanding of

company products,
services, and policies.

The Capability Activation Progression

Service Impact on
Success

Positively influence customer
satisfaction, loyaity, and
organizational growth.

&
él@ Manage
Complexity

i:, Learn strategies
Eﬂ to handle

challenging
Resolve and interactions.

' = Address
C—" J]_) Acquire problem-
Communicate Eeu::r'lsrrf:JI ilsr :Fegs for
t%% Eﬁemwew customer issues.
; i Develop clear

Empathize and verbal and
Understand non-verbal
technigues.

Gain insights into
expectations
and customer
perspectives.
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Phased Curriculum Design for
Organizational Excellence

Phase 1

Customer
éﬁb Experience

Essentials
Modules

Considering Customer Experience
The Customer's Point of View

Understanding customer needs,
empathy techniques, and the role of
service in shaping perceptions.

Phase 2
Building the

Service

Framework

Modules

Creating a Service Culture
Three Guiding Principles

Fostering a team-oriented mindset
centered on consistency, customer-
first approaches, and continuous
improvement.

Phase 3

Advanced
(%) communication
Y .
and Execution

Modules

Powerful Communication Skills
Handling Difficuit Situations

Mastering verbal and non-verbal
interactions, de-escalating conflicts,
and turning challenges into
opportunities.
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Phase 1: Foundational Customer Experience Essentials

Defining Customer
Experience Essentials

o

& B
Role of Customer Service CUSt?mer_ Techniques for Empathizing
in Shaping Experience | ExPenence T with Customers
Mindset
. A

ldentifying and Addressing
Specific Customer Needs
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Phase 2: Building the Service Framework

Traditional

Q Implementing Service
Culture Organization-Wide

Fragmented | Inconsistent 3 Stagnant
Mindset Service | Experience
@ Adopting a Customer-First
Mindset
Course-Enabled o Ensuring Uniform Service
p \ , \ ., \ Standards
Team-COriented 3 Uniform Service > Continuous
Culture Standards Improvement @ strategies for Ongoing
| Service Enhancement
T R S TN WS i O . T ) RS P Tl
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Phase 3: Advanced Communication and Execution

Turning Complaints Effective Verbal and
into Opportunities Positive Interactions

Interaction

Mastery

Strategies for Utilizing Body
De-Escalating Conflicts Language and Tone

@dstellor@



Competency Alignment and Business
Impact Matrix

Core Capability Behavioral Application | Organizational Impact

Identify, analyze, and resolve | Drives innovation, efficiency,

Problem Solvin : . : :
9 issues effectively and swift resolution

Fosters effective
communication, empathy,
and collaboration

Recognize, understand, and

Emotional Intelligence manage emotions

Fosters collaboration and
maintains a positive work
environment

Address and de-escalate

Conflict Resolution disputes effectively

“edstellar
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Transforming Skills into
Measurable Performance Gains

Conflict Resolution

Effective Communication lI ror}

~ Service Impact
Problem Solving Value Creation @

Emotional Intelligence

B\ Enhances team collaboration

in service delivery

Nurtures positive

interactions with clients

Promotes swift and
effective problem resolution

Leads to higher customer

satisfaction and loyalty
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Target Audience Alignment

Strategic Leadership
Senior Executives, Marketing
Professionals, Sales Executives.

| Frontline Execution:
000 Customer Service Representatives,
C{ )2 Help Desk Technicians, Call Center

Operational Management Agents.
Service Managers, Team Leaders,
Account Managers, Guality Assurance Teams,”
Frontline
Execution
o Operational Management:

Oﬂ- O  Service Managers, Team Leaders,
wl Leaders, Account Managers, Quality
Assurance Teams.

Customer Service

Representatives, Heip
Desk Technicians, Call
Center Agents.

/\7| Strategic Leadership: Senior
Executives, Marketing Professionals,
Sales Executives.
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Enterprise-Grade Delivery Modalities

Virtual Live
Instructor-Led

- Bring expert-led training to
teams anywhere

« Ensure consistency and
uniform learning outcomes

» Utilize interactive tools for
high engagement

I

On-Site
Face-to-Face

- Tailor the workplace
environment to requirements

« Improve team collaboration
and knowledge sharing

+ Gain valuable insights
through direct interaction

o5

Off-Site
Face-to-Face

- Provide a distraction-free
learning environment

» Improve team bonding
through dynamic activities

- Boost employee morale and

commitment

@stellor@



Proof of Impact

“The Customer Excellence training exceeded my expectations
in every way. | gained comprehensive knowledge of industry
best practices that transformed my approach. The
instructor’s expertise in hands-on exercises made complex
concepts crystal clear and actionable.”

Name: Adan Crawford
Role: Senior Software Engineer
Company: Business Intelligence Solutions
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Unmatched Global Delivery Capability

100+ Countries |
Delivery Capability Across i 10+ Languages

Global Locations . § English, Espafiol, Deutsch,
Francais, and more




Drive Exceptional Customer
Experiences Today

a Empower your teams with
& # - ‘ .
customized, expert-led Customer
Excellence Training tailored to drive
your business goals.

CERTIFICATE

OF COMPLETION
AWARDED TO
[Recipient Name]

www.edstellar.com

FOR SUCCESSFUL COMPLETION OF

Customer Excellence Training -
Edstellar
Apn 20, 2023
L] . Date

2
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