Enhancing Customer Experience

Course programme

For further information, please contact training@apse.org.uk
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REGISTRATION

UNIT 1: Customer Service

% Defining Customer service
% Understanding Customer-Focused Cultures
% Reimaging customer needs and expectations

COMFORT BREAK

UNIT 2: The Customer Journey

% Understanding the stages of the customer journey
% Strengths & Opportunities

% Improving your customer’s journey

LUNCH

UNIT 3: Customer Relationships
% Managing Customer expectations

% Managing your own expectations

% Managing difficult conversations

COMFORT BREAK

UNIT 4: Making Improvements
% Influencing stakeholders
% Action Planning

PLENARY, FEEDBACK AND CLOSE

NEW MUNICIPALISM

Delivering for local people and local economies
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