It's All About the Customer

“The variety and content
of the ICMI seminars are
invaluable to taking your
call center to the next
level.”

Reye Kenney

Telecommunications Director,
Hagerty Insurance

COURSE PRICE

Classroom Course

$795

Interactive two-day
course with your peers.

Client Site Course
Call for pricing

A two-day course
conducted at your
location.

REGISTER

icmi.com/training

Icmi

International Customer

Management Institute

A stand-out classroom experience that gives
contact center agents the basic understanding
of the principles of customer satisfaction and
how the contact center plays a critical role.

Agent actions directly influence the customer experience. Through ICMI’s It's All
About the Customer classroom course, agents will gain insight into how their role
as the ears, voice, and personality of the company makes an impact on customer
satisfaction and profitability.

In competitive industries, the quality of customer service received is as important
as the quality of the product itself. Agents will learn that customer service is a
primary driver of continued purchase and customer loyalty. Using a list of
universal customer expectations, agents will identify and define each expectation,
and how they can be used to increase customer satisfaction.

Agents will move on to define customer relationship management and grasp how
it fits into a company’s business strategy. They'll learn how CRM efforts can be
guided through 12 key principles and how agents, as the ears, voice and
personality of the company, are vital to the relationship building process.
Through case studies and exercises, they’ll put the 12 principles to work.

Now that there is understanding of how customer satisfaction affects the entire
company, agents will examine the three roles that they personally play in
satisfying the customer. Agents will explore the concepts of wait time, call load,
and accessibility. The lesson also includes the three driving forces of contact
centers and how they affect service levels and quality. Finally agents will put

all the pieces together to discover how they can personally affect service levels
through adherence.

Designed for agents who are new to the contact center or who need a re-
fresher on the importance and meaning of customer satisfaction, this course
will help them:

» Understand how customer service is a primary driver of customer loyalty.
» Realize the value of customer service to the entire company.
» Grasp the concepts behind adherence and how it impacts the customer.

» Appreciate how agent skills and knowledge benefit the customer.
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It's All About the Customer

COURSE OUTLINE

Unit 1: Your Customers’ Expectations
» |dentify Universal Customer Expectations

» Determine your Customers’ Expectations

» Recognize How Agents Build Customer Relationships

Unit 2: The Value of Customer Satisfaction

» Explore the Link Between Customer Satisfaction
and Loyalty

» |dentify How Representatives Can Contribute to
Satisfaction or Dissatisfaction

Unit 3: The Impact of Queues
» Describe the Three Driving Forces of Call Centers
» Understand the Implications of the Driving Forces
on Customers and Call Centers

Unit 4: It Takes a Forecast

» Explain the Relationship of Quality Call Handling
and Service Level

» Describe How Using the Correct Telephone Work
States Can Impact Accurate Workload Forecasts

Unit 5: You Make a Difference
» |dentify How Staffing is Determined in Call Centers

» Describe the Relationship Between Service Level
and Occupancy

» Explain the Importance of Following the Assigned
Schedule

» Understand the Impact Agents have as an Individual
on Customer Accessibility

Icmi

International Customer
Management Institute

About ICMI

The International Customer Management Institute (ICMI) is

the leading global provider of comprehensive resources for
customer management professionals — from frontline agents

to executives — who wish to improve customer experiences and
increase efficiencies at every level of the contact center. ICMI's
experienced and dedicated team of industry insiders, analysts,
and consultants are committed to providing uncompromised
objectivity and results-oriented vision through the organization’s
respected lineup of professional services including training,
consulting, events, and information resources.
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