
C U S T O M E R
S E R V I C E

P R O F E S S I O N A L

D E F I N I N G  S E R V I C E  E X C E L L E N C E    

learn, grow, succeed



W E  A R E  P A S S I O N A T E
A B O U T  C U S T O M E R  S E R V I C E

The Customer Contact Centre Industry is unique

because it touches all other industries.

Recognizing this diversity in customer base is

what sets our training apart from others. 

We have designed tools and techniques that work

in customer facing professions in any industry.

Participants are provided with savvy

communication strategies using emotional

intelligence to handle any type of interaction.

W H A T  Y O U  W I L L  L E A R N

THE STANDARDS

Gain an understanding of how to create rapport and

acknowledge the customer’s request or concern.

Develop effective questioning skills to ensure

resolution is met on the first interaction.  

CONTROL STRATEGIES

Learn strategies for maintaining control of an

interaction. Explore methods of emotional intelligence

to build trust with your customer to handle complex

situations and achieve first contact resolution.

HANDLING DIFFICULT CUSTOMERS
Discover how integrating the 4 principles to the

psychology of anger into your customer service can

diffuse most escalated interactions. Learn why a

customer might be upset and how to repair the trust

and begin moving the interaction to resolution.  



W H A T  Y O U  W I L L  G A I N

THE STANDARDS

An understanding of how to create rapport

Effective questioning skills to ensure resolution is

met on the first interaction 

Increased capacity to understand customer’s

request through body language and tone

CONTROL STRATEGIES

Strategies for maintaining control of an interaction

Methods using emotional intelligence to build trust

with your customer 

Techniques for handling complex situations and

achieving first contact resolution

HANDLING DIFFICULT CUSTOMERS
Increased confidence in your ability to calmly

handle difficult situations

Compassion for customers who are upset and how

to move them past the emotion

Proficiency in moving customers to resolution

Classroom
On site at your location
Webcast
Webinar
Lunch & Learn

Create your action plan for
success.

We recognize in today’s
workplace one size does not
fit all .
 
That’s why we have
developed sessions that can
be adapted to best suit your
needs.

For more details contact
bruce@mcca.mb.ca.

T o o l s  a n d  t e c h n i q u e s  t o  b e  m o r e  e f f i c i e n t  a n d
e f f e c t i v e  i n  y o u r  c u r r e n t  a n d  f u t u r e  r o l e s .

N e w  a n d  u p g r a d e d  s k i l l s ,  b e s t  p r a c t i c e s ,  a n d
s t r a t e g i e s  y o u  c a n  b e g i n  t o  u s e  t h e  m i n u t e  y o u
g e t  b a c k  t o  y o u r  w o r k p l a c e .

I n c r e a s e d  p r o d u c t i v i t y  a n d  e f f e c t i v e n e s s .

U p - t o - d a t e  t r e n d s  a n d  d e v e l o p m e n t s  i n  t h e
w o r k p l a c e .

F r e s h  i d e a s  a n d  i n s i g h t s  g a i n e d  f r o m
n e t w o r k i n g  w i t h  o t h e r  l i k e - m i n d e d
p r o f e s s i o n a l s  a c r o s s  C a n a d a .

A t t e n d i n g  o u r  w o r k s h o p s  g i v e s  y o u :

THINK, a division of MCCA, was established to meet the growing demands of our customers. Over twenty
years ago, we began delivering quality training for the Customer Contact Centre Industry. Our reputation for
developing engaging and effective training is recognized by a variety of industries and the demand for our
services continues to grow. We believe all organizations benefit from investing in continuing professional
and personal development opportunities. Let us help you and your team - connect with knowledge.


