Emotional Intelligence For Improved Customer Relations – Assessment & Workshop
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The issue of effectively managing customer / client concerns successfully and without them resorting to making formal complaints is a pertinent one for all customer / client facing staff and their manager. 
This, __________, workshop will give customer / client facing staff key skills in conflict avoidance and  equip them with resolution techniques based on EQi  principles. 
Workshop Aims

To provide course participants with a practical tool kit of resources / tactics to direct potentially emotionally charged interactions between customer / clients. 

Course Objectives

By the end of the workshop the course participants should have obtained;

1. Knowledge of how to look for and validate customer / client feelings.

2. An appreciation of the benefits of EQi based interactions with particular focus on communicating effectively.
3. An understanding of how to communicate in an emotionally relevant manner.
4.  Knowledge of how to decipher from the customer / client their uppermost concerns.

5. How to establish effective rapport. 
6. How to effectively deal with abusive customers / clients.
7. Practical ‘role play’ experience of managing customers /clients exhibiting various behaviours
Pre – Course

EQi Assessment and Feedback 

Post Course

· Review Timetable – To Be Agreed: 

· 6 Week  
( Progress since Workshop)

· 12 Week
(Relapses into previous behaviour styles / remedial action?)

· 6 Months
(Monitoring progress in line with agreed objectives)
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Course Outline

BA Hons Pols&Govt, CIM DIP (ACIM), Dip Risk Mgt, Cert Effective Facilitation Skills, 

Cert Industrial Relations, Qualified Emotional Intelligence Assessor
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