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Course Introduction

In today’s hyper-competitive business environment, employee engagement is the critical driver of
exceptional customer experiences. Organizations that prioritize engaged employees witness higher
productivity, lower turnover, and stronger customer loyalty. Employee Engagement for Better Customer
Outcomes Training Course empowers leaders, managers, and frontline employees to cultivate a motivated
workforce, align team performance with organizational goals, and enhance customer satisfaction. Through
practical strategies, behavioral insights, and real-world examples, participants will learn to transform
workplace engagement into measurable business outcomes.

By leveraging proven engagement frameworks and customer-centric practices, this program equips
participants to foster a culture of accountability, collaboration, and innovation. Attendees will explore how
recognition, communication, and performance management directly impact customer outcomes. Interactive
exercises, case studies, and actionable takeaways will ensure participants not only understand the theory
but also implement engagement strategies that drive revenue growth, loyalty, and long-term success. This
training is designed to turn engaged employees into customer champions.

Programme Curriculum

Employee Engagement for Better Customer Outcomes Training Course
Introduction

In today’s hyper-competitive business environment, employee engagement is the critical driver of exceptional
customer experiences. Organizations that prioritize engaged employees witness higher productivity, lower
turnover, and stronger customer loyalty. Employee Engagement for Better Customer Outcomes Training
Course empowers leaders, managers, and frontline employees to cultivate a motivated workforce, align team



performance with organizational goals, and enhance customer satisfaction. Through practical strategies,
behavioral insights, and real-world examples, participants will learn to transform workplace engagement into
measurable business outcomes.

By leveraging proven engagement frameworks and customer-centric practices, this program equips participants
to foster a culture of accountability, collaboration, and innovation. Attendees will explore how recognition,
communication, and performance management directly impact customer outcomes. Interactive exercises, case
studies, and actionable takeaways will ensure participants not only understand the theory but also implement
engagement strategies that drive revenue growth, loyalty, and long-term success. This training is designed to
turn engaged employees into customer champions.

Course Duration
5 days
Course Objectives

Enhance employee motivation and commitment for improved customer experiences
Develop strategies to boost workplace engagement and retention
Align employee performance with organizational goals

Implement effective recognition and reward systems

Strengthen internal communication and collaboration

Foster a culture of accountability and ownership

Utilize employee feedback for continuous improvement

Apply behavioral insights to influence customer satisfaction

Improve frontline engagement to drive loyalty and sales

Integrate engagement metrics with customer outcome measurement
. ldentify and overcome engagement barriers in teams

. Cultivate leadership skills for high-performing teams

. Leverage digital tools and technology to enhance engagement
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Target Audience

HR Managers and Professionals

Team Leaders and Supervisors

Customer Service Managers

Frontline Employees

Operations Managers

Employee Experience Specialists
Organizational Development Professionals
Business Leaders and Executives
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Course Modules
Module 1: Understanding Employee Engagement

¢ Definition and importance of engagement in business success

Key drivers of engagement: autonomy, recognition, growth

Link between engagement and customer satisfaction

Global trends in employee engagement

Case Study: How Zappos leverages engagement to deliver exceptional customer service



Module 2: Leadership for Engagement

e Role of leaders in driving engagement

Coaching and mentoring techniques

Emotional intelligence in leadership

Inspiring vision and purpose in teams

Case Study: Starbucks’ leadership approach to employee motivation

Module 3: Communication and Collaboration

e Importance of transparent communication

Active listening techniques

Cross-functional collaboration strategies

Tools for effective team communication

Case Study: Google’s collaborative culture for innovation and customer impact

Module 4: Recognition and Reward Systems

e Designing meaningful reward programs

e Non-monetary recognition strategies

e Frequency and timing of recognition

e Impact of recognition on engagement and retention

e Case Study: Southwest Airlines’ employee recognition programs

Module 5: Feedback and Continuous Improvement

e Gathering actionable employee feedback

Conducting effective engagement surveys

Implementing feedback for performance enhancement
Closing the feedback loop with teams

Case Study: Adobe’s Check-In system for real-time feedback

Module 6: Employee Wellbeing and Work-Life Balance

e Physical, mental, and emotional wellbeing initiatives
Stress management strategies

Flexible work arrangements for engagement
Measuring the impact of wellbeing programs

Case Study: Salesforce’s holistic wellbeing initiatives

Module 7: Customer-Centric Engagement

e Connecting engagement to customer satisfaction

e Employee behaviors that drive positive customer outcomes
e Case-based simulations for frontline interactions

¢ Aligning incentives with customer-centric goals

e Case Study: Ritz-Carlton’s “employee first” philosophy

Module 8: Measuring Engagement and Outcomes

o Key engagement metrics and KPIs
e Linking engagement scores to business results



e Analytics tools for real-time monitoring
e Reporting and continuous improvement strategies
e Case Study: Microsoft’s data-driven approach to employee and customer experience

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

10 Aug 2026 14 Aug 2026 Online $1,100


mailto:info@fineskilltrainingcenter.com

Start Date

17 Aug 2026

24 Aug 2026

31 Aug 2026

07 Sep 2026

14 Sep 2026

21 Sep 2026

28 Sep 2026

End Date

21 Aug 2026

28 Aug 2026

04 Sep 2026

11 Sep 2026

18 Sep 2026

25 Sep 2026

02 Oct 2026

Location

Online

Online

Online

Online

Online

Online

Online

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

Register Online Now

Price

$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/employee-engagement-for-better-customer-outcomes-training-course

