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Course Introduction

In today’s hyper-competitive business environment, delivering seamless and efficient customer support is

no longer optional it’s a strategic differentiator. Organizations that excel in customer support workflows not

only resolve issues faster but also cultivate loyalty, enhance brand reputation, and drive measurable

revenue growth. Designing Customer Support Workflows Training Course is designed to empower

professionals with advanced strategies, tools, and frameworks to design, optimize, and automate customer

support workflows for maximum efficiency and customer satisfaction.

Through a combination of hands-on exercises, real-world case studies, and expert-led discussions,

participants will gain a deep understanding of customer journey mapping, ticket management, multi-channel

support integration, and workflow automation. By the end of the course, attendees will be able to create

scalable, data-driven workflows that reduce resolution times, increase first-contact resolution, and transform

customer support into a proactive, value-driven function.

Programme Curriculum

Designing Customer Support Workflows Training Course

Introduction

In today’s hyper-competitive business environment, delivering seamless and efficient customer support is no

longer optional it’s a strategic differentiator. Organizations that excel in customer support workflows not only

resolve issues faster but also cultivate loyalty, enhance brand reputation, and drive measurable revenue

growth. Designing Customer Support Workflows Training Course is designed to empower professionals with

advanced strategies, tools, and frameworks to design, optimize, and automate customer support workflows for

maximum efficiency and customer satisfaction.



Through a combination of hands-on exercises, real-world case studies, and expert-led discussions, participants

will gain a deep understanding of customer journey mapping, ticket management, multi-channel support

integration, and workflow automation. By the end of the course, attendees will be able to create scalable, data-

driven workflows that reduce resolution times, increase first-contact resolution, and transform customer support

into a proactive, value-driven function.

Course Duration

5 days

Course Objectives

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

1. Design efficient customer support workflows for diverse industries.

2. Implement automation and AI-driven solutions in support processes.

3. Optimize ticket management systems to reduce resolution time.

4. Develop multi-channel support strategies across chat, email, and social media.

5. Enhance first-contact resolution (FCR) metrics for improved customer satisfaction.

6. Map customer journeys to identify friction points.

7. Integrate CRM and helpdesk systems for seamless data flow.

8. Apply data analytics and KPI tracking for workflow optimization.

9. Implement escalation management processes to reduce bottlenecks.

10. Create self-service and knowledge base solutions for customers.

11. Establish quality assurance processes for support teams.

12. Train teams in customer-centric problem-solving techniques.

13. Leverage trend-driven technologies for future-ready support workflows.

Target Audience

1. Customer Support Managers

2. Support Team Leads

3. CRM and Helpdesk Specialists

4. Business Process Managers

5. Customer Experience Professionals

6. IT Service Managers

7. Operations Managers

8. Product Managers

Course Modules

Module 1: Introduction to Customer Support Workflows

Understanding the importance of workflow design in customer support

Key components of efficient support workflows

Common workflow challenges and solutions

Overview of multi-channel support systems

Case Study: How a global e-commerce company reduced response times by 40%

Module 2: Customer Journey Mapping

Identifying touchpoints and pain points



Designing workflows around customer needs

Creating empathy maps for better support

Prioritizing high-impact areas in support processes

Case Study: Mapping support journeys for a SaaS product to improve NPS

Module 3: Ticket Management Optimization

Designing a structured ticket lifecycle

Automating ticket routing and prioritization

SLA compliance and tracking

Reducing backlog with smart workflows

Case Study: Enterprise IT company’s 50% reduction in overdue tickets

Module 4: Multi-Channel Support Integration

Integrating chat, email, social media, and phone support

Omnichannel workflow strategies

Real-time collaboration tools for agents

Maintaining consistent customer experiences

Case Study: Telecom provider’s successful omnichannel rollout

Module 5: Automation & AI in Customer Support

AI chatbots and virtual assistants

Predictive analytics for support needs

Workflow triggers and automation rules

Enhancing agent productivity with AI

Case Study: SaaS startup’s AI implementation for 24/7 support

Module 6: Data-Driven Workflow Optimization

Key performance indicators (KPIs) for support

Using analytics to identify bottlenecks

A/B testing workflows for efficiency

Reporting dashboards for managers

Case Study: Retail chain improving FCR and CSAT with data analytics

Module 7: Self-Service and Knowledge Management

Building effective knowledge bases

Implementing FAQ and self-help portals

Encouraging customer self-resolution

Maintaining and updating content for accuracy

Case Study: Financial services company reducing tickets by 30% through self-service

Module 8: Quality Assurance & Continuous Improvement

Monitoring agent performance and customer satisfaction

Root cause analysis for recurring issues

Continuous workflow refinement

Training programs for skill enhancement

Case Study: Health-tech firm improving support KPIs through QA initiatives



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 Price

10 Aug 2026 14 Aug 2026 Online $1,100

17 Aug 2026 21 Aug 2026 Online $1,100

24 Aug 2026 28 Aug 2026 Online $1,100

mailto:info@fineskilltrainingcenter.com


Start Date End Date Location Price

31 Aug 2026 04 Sep 2026 Online $1,100

07 Sep 2026 11 Sep 2026 Online $1,100

14 Sep 2026 18 Sep 2026 Online $1,100

21 Sep 2026 25 Sep 2026 Online $1,100

28 Sep 2026 02 Oct 2026 Online $1,100

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

Register Online Now

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

https://www.fineskilltrainingcenter.com/courses/designing-customer-support-workflows-training-course

