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Course Introduction

In today’s hyper-competitive market, delivering exceptional customer service and creating memorable
customer experiences (CX) is the cornerstone of business success. Organizations are increasingly
investing in developing a skilled workforce that can seamlessly manage customer interactions, resolve
challenges, and drive customer loyalty. Career Pathways in Customer Service and Customer Experience
(CX) Training Course is designed to empower professionals with practical insights, advanced tools, and
innovative strategies to thrive in the dynamic landscape of customer service and CX. Participants will gain
hands-on experience in problem-solving, communication, and relationship management, setting the
foundation for a rewarding career in customer-centric roles.

This program integrates real-world case studies, interactive learning, and industry best practices to ensure
participants acquire a holistic understanding of CX strategies, service excellence, and digital customer
engagement. By the end of the course, learners will be equipped to analyze customer journeys, implement
feedback-driven improvements, and leverage technology to deliver outstanding service. Whether aiming for
career growth in contact centers, retail, B2B services, or digital CX roles, this course provides a structured
roadmap for professional advancement and industry recognition.

Programme Curriculum

Career Pathways in Customer Service and Customer Experience (CX) Training Course
Introduction

In today’s hyper-competitive market, delivering exceptional customer service and creating memorable customer
experiences (CX) is the cornerstone of business success. Organizations are increasingly investing in
developing a skilled workforce that can seamlessly manage customer interactions, resolve challenges, and



drive customer loyalty. Career Pathways in Customer Service and Customer Experience (CX) Training Course
is designed to empower professionals with practical insights, advanced tools, and innovative strategies to thrive
in the dynamic landscape of customer service and CX. Participants will gain hands-on experience in problem-
solving, communication, and relationship management, setting the foundation for a rewarding career in
customer-centric roles.

This program integrates real-world case studies, interactive learning, and industry best practices to ensure
participants acquire a holistic understanding of CX strategies, service excellence, and digital customer
engagement. By the end of the course, learners will be equipped to analyze customer journeys, implement
feedback-driven improvements, and leverage technology to deliver outstanding service. Whether aiming for
career growth in contact centers, retail, B2B services, or digital CX roles, this course provides a structured
roadmap for professional advancement and industry recognition.

Course Duration
5 days
Course Objectives

Master advanced customer service techniques to enhance satisfaction and loyalty.
Develop skills in customer journey mapping and CX strategy design.

Understand digital transformation and its impact on customer engagement.
Enhance communication, empathy, and problem-solving capabilities.

Implement feedback-driven improvements for service excellence.

Build expertise in omnichannel customer support and social CX management.
Utilize CRM and Al tools for efficient customer interactions.

Analyze customer behavior trends to drive business decisions.
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Learn conflict resolution and complaint management techniques.
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Explore career pathways in CX, service leadership, and management roles.
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. Apply data-driven insights to improve service quality and efficiency.
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. Gain proficiency in personalization and customer retention strategies.
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. Cultivate leadership and team collaboration skills for CX-driven roles.
Target Audience

Customer Service Representatives

CX Specialists and Managers

Contact Center Agents

Retail Service Professionals

Sales Support Executives

Team Leads in Customer-Facing Roles
Aspiring CX Strategists

Business Process Improvement Professionals
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Course Modules
Module 1: Introduction to Customer Service & CX

e Definition and evolution of customer service and CX
e Key principles of service excellence
e Understanding customer expectations



e The role of CX in business growth
e Case Study: How Amazon redefined customer experience

Module 2: Communication & Emotional Intelligence

o Effective verbal and non-verbal communication

Active listening techniques

Empathy in customer interactions

Conflict resolution strategies

Case Study: Ritz-Carlton’s approach to personalized service

Module 3: Customer Journey Mapping & Experience Design

Mapping touchpoints and customer interactions

Identifying pain points and opportunities

Designing a seamless CX strategy

Tools for journey visualization

Case Study: Starbucks’ customer-centric store experience

Module 4: Digital Customer Engagement & Omnichannel Support

Social media and live chat best practices
Omnichannel integration strategies

Automation and Al in CX

Monitoring and measuring engagement

Case Study: Sephora’s omnichannel loyalty program

Module 5: Feedback, Metrics & Data-Driven CX

Collecting and analyzing customer feedback

Key performance indicators (KPIs) in CX

Net Promoter Score (NPS) and CSAT metrics
Implementing continuous improvement

Case Study: Apple’s data-driven service approach

Module 6: Complaint Management & Problem Resolution

e Handling difficult customers effectively

Structured complaint resolution processes

Proactive vs. reactive service approaches

Tools for tracking and resolving issues

Case Study: Zappos’ legendary service recovery strategies

Module 7: Career Pathways & Professional Development in CX

CX roles and growth opportunities

Skills required for advancement

Building a personal brand in service

Leadership and mentorship in CX

Case Study: Career progression stories from Salesforce CX team

Module 8: Leadership, Team Collaboration & CX Culture



Leading high-performing customer service teams

Fostering a customer-centric organizational culture

Motivating and coaching staff

Aligning team goals with CX objectives

Case Study: Southwest Airlines’ team-driven service excellence

Training Methodology

This course employs a participatory and hands-on approach to ensure practical learning, including:

¢ Interactive lectures and presentations.

Group discussions and brainstorming sessions.

Hands-on exercises using real-world datasets.

Role-playing and scenario-based simulations.
Analysis of case studies to bridge theory and practice.
Peer-to-peer learning and networking.

Expert-led Q&A sessions.

Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location
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10 Aug 2026

17 Aug 2026

24 Aug 2026

31 Aug 2026

07 Sep 2026

14 Sep 2026

21 Sep 2026

28 Sep 2026

14 Aug 2026

21 Aug 2026

28 Aug 2026

04 Sep 2026

11 Sep 2026

18 Sep 2026

25 Sep 2026

02 Oct 2026

Online

Online

Online

Online

Online

Online

Online

Online

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com
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