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Course Introduction

In today’s fast-paced customer service landscape, handling disputes and resolving conflicts efficiently is
more critical than ever. T Conflict Resolution for Customer Service Professionals Training Course
empowers customer service professionals to transform challenging interactions into opportunities for
loyalty, trust, and positive brand experiences. By leveraging advanced communication strategies, emotional
intelligence, and real-world problem-solving techniques, participants will enhance customer satisfaction,
reduce escalations, and foster long-term client relationships. This program is essential for professionals
aiming to thrive in a high-pressure, customer-centric environment.

This comprehensive training course integrates practical tools, interactive learning methodologies, and
actionable case studies to develop critical skills in negotiation, empathy, and crisis management.
Participants will learn to identify conflict triggers, manage emotions under pressure, and implement
structured resolution frameworks that drive measurable results. Designed for front-line customer service
teams, team leaders, and managers, this program ensures participants gain both theoretical knowledge
and practical expertise, making them conflict-savvy professionals capable of turning challenging
interactions into strategic advantages.

Programme Curriculum

Conflict Resolution for Customer Service Professionals Training Course
Introduction

In today’s fast-paced customer service landscape, handling disputes and resolving conflicts efficiently is more
critical than ever. Conflict Resolution for Customer Service Professionals Training Course empowers customer
service professionals to transform challenging interactions into opportunities for loyalty, trust, and positive brand



experiences. By leveraging advanced communication strategies, emotional intelligence, and real-world
problem-solving techniques, participants will enhance customer satisfaction, reduce escalations, and foster
long-term client relationships. This program is essential for professionals aiming to thrive in a high-pressure,
customer-centric environment.

This comprehensive training course integrates practical tools, interactive learning methodologies, and
actionable case studies to develop critical skills in negotiation, empathy, and crisis management. Participants
will learn to identify conflict triggers, manage emotions under pressure, and implement structured resolution
frameworks that drive measurable results. Designed for front-line customer service teams, team leaders, and
managers, this program ensures participants gain both theoretical knowledge and practical expertise, making
them conflict-savvy professionals capable of turning challenging interactions into strategic advantages.

Course Duration

5 days

Course Objectives

By the end of this program, participants will be able to:

Master advanced conflict management strategies for customer service scenarios.
Develop active listening and effective communication skills to de-escalate conflicts.
Apply emotional intelligence techniques in high-stress interactions.

Utilize structured problem-solving frameworks for conflict resolution.

Enhance customer satisfaction through proactive conflict handling.

Implement negotiation and persuasion skills for win-win outcomes.

Recognize and address difficult customer behaviors effectively.

Build resilience and stress management techniques for frontline staff.

Integrate case studies and role-play simulations for practical learning.

Leverage feedback mechanisms to prevent recurring conflicts.

. Foster team collaboration and support systems in conflict situations.

. Measure conflict resolution performance using KPIs and analytics.

. Cultivate a customer-first mindset while maintaining company policies.
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Target Audience

Customer Service Representatives
Call Center Agents

Frontline Support Staff

Customer Success Managers
Team Leaders and Supervisors
Client Relationship Managers
Service Desk Analysts

Business Process Executives
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Course Modules
Module 1: Introduction to Conflict in Customer Service

e Understanding the nature and types of customer conflict
e Causes of escalated customer complaints
e Impact of unresolved conflicts on brand loyalty



e Role of customer service professionals in conflict mitigation
e Case Study: Transforming a complaint into a positive outcome

Module 2: Emotional Intelligence in Customer Service

Understanding self-awareness and empathy

Techniques for emotional regulation

Recognizing customer emotions

Building rapport under pressure

e Case Study: Handling an irate customer with emotional intelligence

Module 3: Effective Communication Skills

e Active listening and questioning techniques
Tone, body language, and word choice

e Communicating clearly under stress

Avoiding miscommunication in tense situations

Case Study: Successful conflict de-escalation through communication
Module 4: Conflict Management Strategies

e |dentifying triggers and patterns

Using assertive vs. aggressive approaches
Conflict resolution frameworks

Prioritizing resolution steps

Case Study: Resolving multi-party service disputes

Module 5: Negotiation & Persuasion Techniques

¢ Win-win negotiation strategies

Handling objections professionally

Persuasive communication for positive outcomes
Maintaining professionalism during negotiation
Case Study: Upselling while resolving a complaint

Module 6: Handling Difficult Customers

e Recognizing aggressive, passive, and manipulative behaviors
Techniques to defuse hostility

Maintaining professionalism and empathy

Using scripts and escalation protocols

Case Study: Converting an angry customer into a loyal client

Module 7: Stress & Resilience Management

e Stress identification and management techniques

Maintaining mental well-being in high-pressure roles

Building resilience through proactive strategies
Team support and peer coaching
Case Study: Preventing burnout while handling multiple escalations

Module 8: Measuring & Sustaining Conflict Resolution Performance



Key Performance Indicators (KPIs) for conflict handling

Tracking customer satisfaction post-resolution

Continuous improvement through feedback loops

Integrating lessons learned into standard processes

Case Study: Implementing a conflict resolution improvement plan

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.
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Online

Online
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Online
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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


https://www.fineskilltrainingcenter.com/courses/conflict-resolution-for-customer-service-professionals-training-course

