Manage a Customer Service Team Custom
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The Role of Customer Service Managers

Customer Service Managers play a crucial role in shaping the customer experience by leading their teams, developing
service strategies, and handling complex customer interactions.
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(Comm100)

71% of young consumers feel a quick response from
service teams greatly improves their experience.

68% of consumers are willing to pay more for brands
with good customer service.
(HubSpot)

Lead and Manage Team: Oversee schedules,
operations, and team training.

A Customer Service Manager multitasks across various key responsibilities. Here are some of the main duties:

issues.

Handle Customer Complaints: Resolve escalated

Develop Policies: Create and revise customer

Set Goals and Metrics: Establish performance

goals and evaluation metrics.

service policies.

Identify Core Values: Select
foundational values like innovation and
focus on customer preferences.

Future Visualization: Envision where
your team should be in the future,
providing a framework for your vision.

Build a Team Vision

Having a clear team vision is essential for leadership success, serving as a roadmap and motivating members. Here
are a few steps to create one for your customer service team.
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Vision Creation: Create a clear, inspiring,
and concise vision statement based on core
values and future goals.

Vision Communication: Effectively share
your vision with your team through meetings,
training, and daily practice.

on board can significantly impact the quality of se
your team delivers.

and skills.
e Prioritize key skills like
communication.

company culture.

portals and referrals.

situational questions.
G

Recruitment Strategies

Recruitment is an integral part of building a high-
performing customer service team. The people you bring

Let’s explore some strategies to help you do it effectively:

e Detail job responsibilities

e Assess candidates' fit with
e Use diverse channels like job

e Conduct interviews with
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Onboarding New Hires

A successful onboarding program for your customer
service team should include the following elements:

Welcome/Orientation:
Greet new hires and
introduce the team.
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Training: Provide necessary skill training,
including product knowledge and customer
service protocols.

Role Clarification: Detail
roles, responsibilities, and
tools.

Company Policies and Culture: Teach new
hires about company norms and expectations.

Mentoring and Support:
Offer mentorship for guidance
and support.
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Team Culture and Engagement Communication for Leaders

Team culture embodies the shared values, attitudes, and As a customer service manager, focus on these key
beliefs of a team, shaping interactions, problem-solving, areas to enhance your communication skills:
and goal achievement in customer service.
Be clear, Acknowledge
direct, and other people's
straightforward. feelings.
Listen to Provide
understand helpful and
team members constructive
A positive team culture: and customers. L% advice.
Encourages cooperation and collaboration. Use non-verbal cues and align body
Fosters a sense of belonging and togetherness. language with verbal messages.

Promotes open communication and feedback.

Enables conflict resolution and problem-solving. } } }
Values customer satisfaction and service Conflict Resolution Techniques

excellence.
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bound to face conflicts, whether with your

Quality Customer Interactions
team or customers.

What makes a customer interaction ‘quality"? Here are B ‘ '
the key components: Your ability to effectively resolve these conflicts can

greatly impact team harmony and customer satisfaction.

p If you're managing customer service, you're

Active Listening Empathy
Let's discuss a few effective conflict resolution
Respond to and Recognize and techniques:
understand customer connect with customer
needs. emotions. e Hear all perspectives to improve
understanding.
Communication Professionalism e Acknowledge different viewpoints to ease
tension.
Convey information Keep interactions e |dentify shared goals for collaborative solutions.
simply and respectful and e Work together on compromise or new solutions
effectively. responsible. e Confirm resolution and solution effectiveness.

Problem Solving

Ongoing Performance Management

Quickly and effectively Effect i ; (i
resolve customer iSsues. ective continuous performance management is
essential for customer service success. Here are key

Difficult Customer Situations implementation strategies:

v'  Set clear performance

Handling difficult customer situations is key to expectations, provide
maintaining satisfaction and demonstrating commitment consistent feedback,
to customer service. and conduct regular

For example, for an overcharged customer, remain reviews.

calm, listen, empathize, offer a . )
refund and a discount, and follow 122 ' Address skill gaps with

up with confirmation. ﬁ\ trairjing and recognize ‘
achievements.

v" Tackle specific challenges like managing
difficult customers through focused guidance and
training.

Remember: Always transform
negative experiences into positive
demonstrations of customer care.
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Custom

Customizable Courses
3,000 bite-sized skills, ready for use or
personalization. SCORM-compatible.

Skill Assessments
Pinpoint existing knowledge, spot

deficiencies and measure improvement.

Al Course Builder
Create stunning courses with
. Similar to
Articulate Rise—but better!

LMS
A friendly, versatile learning platform
your users will love.

Staff Development Courses
Bite-sized Skills. Ready to Use. Uniquely Yours.
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Leadership and Staff Development Training

Are You:

Wanting to keep your team's skills sharp & up-to-date?

Challenged by productivity and collaboration issues?

Seeking better ways to onboard new employees?

Master Skills,
Not Just Courses

Motivate learners by showcasing
their journey from novice to expert
with

Our customizable courses &

skill assessments:

1. Evaluate over 3,000 job skills
2. Verify learning

3. Measure improvement
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SKILLS

CustomGuide:

Advance your team's expertise with our skills
development training.

Our courses help sharpen your teams communication
skills and productivity.

Streamline your onboarding process with custom
courses, tailored to your unique needs.
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SMART Goals

Verified Learning

Specific ® Fail Complete Pass
Measurable Pass Complete (Pass)
Achievable ® Fail Complete Pass
Relavent ® Fail Complete @ Fail
Trusted by 3,000 Organizations
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“Customizing the courses
has saved countless hours
of work.”

“Everyone is impressed with your
features and ease of use. What a
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terrific product!” ’
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