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Objective: At the end of program
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Expected outcomes and benefits:
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Contents:

Module 1: Why handling customer complaints skills are important?
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gralfjiimnnsFuilegnAnsesisausiaon ASE (Step of Action)
® Active Listening
® Empathic
® Apologize

® Active Response
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Program Timetable

‘Wﬁ’ﬂgm‘ Effective Handling Customer Complaints Management

Time

Topics

09.00 - 9.30 hrs.
09.30 - 10.30 hrs.

10.30 — 10.45 hrs.

10.45-12.00 hrs.

12.00 - 13.00 hrs.

13.00 - 14.30 hrs.
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Module 1: Why handling customer complaints skills are important?
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Coffee break

Module 2: How to customer complaint handling management? dumaung
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nang?su: Workshop + Discussion Sharing
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® Active Listening




® Empathic

14.30 — 14.45 hrs. ® Apologize

14.45 -16.00 hrs. ,
® Active Response
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Training Methods:

® Activity / Role Play / Facilitate / Workshop (Aa951) 50%
® Description (N19UT981¢8) 30%

® Discussion Sharing (NMsuaNUABUANNAALTL) 20%
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