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Course Introduction

In today’s digital-first environment, customer support is rapidly evolving with automation, Al chatbots, and
intelligent workflows. Leveraging customer data ethically in support automation is no longer optional it's
critical for building trust, ensuring compliance, and driving personalized experiences. Organizations that
implement ethical data practices reduce risk, improve customer satisfaction, and maintain a competitive
edge in an increasingly regulated market.

Ethical Use of Customer Data in Support Automation Training Course empowers professionals to navigate
the intersection of data privacy, Al-driven support, and ethical decision-making. Participants will gain
actionable insights into ethical data handling, privacy regulations, consent management, and responsible
automation strategies, ensuring customer-centric, compliant, and secure support operations.

Programme Curriculum

Ethical Use of Customer Data in Support Automation Training Course
Introduction

In today'’s digital-first environment, customer support is rapidly evolving with automation, Al chatbots, and
intelligent workflows. Leveraging customer data ethically in support automation is no longer optional it’s critical
for building trust, ensuring compliance, and driving personalized experiences. Organizations that implement
ethical data practices reduce risk, improve customer satisfaction, and maintain a competitive edge in an
increasingly regulated market.

Ethical Use of Customer Data in Support Automation Training Course empowers professionals to navigate the
intersection of data privacy, Al-driven support, and ethical decision-making. Participants will gain actionable



insights into ethical data handling, privacy regulations, consent management, and responsible automation
strategies, ensuring customer-centric, compliant, and secure support operations.

Course Duration

5 days

Course Objectives

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

1. Understand principles of ethical data use in Al-powered customer support.
2. Identify and comply with global data privacy regulations
3. Implement data minimization strategies to reduce risk.
4. Establish consent management frameworks for automated support.
5. Recognize bias and discrimination in Al support systems.
6. Apply data anonymization and pseudonymization techniques.
7. Design transparent Al decision-making processes.
8. Utilize customer data for personalization without violating ethics.
9. Integrate privacy-by-design practices in automation workflows.
10. Develop audit trails and accountability frameworks for Al systems.
11. Monitor and mitigate ethical risks in Al support analytics.
12. Foster customer trust through ethical communication and data handling.
13. Measure impact and ROI of ethical Al in support operations.

Target Audience

e Customer support managers

e Al and automation specialists

e Data privacy officers

e Compliance managers

e Customer experience strategists

e IT and security professionals

e Business analysts in support operations
e HR and training coordinators

Course Modules
Module 1: Introduction to Ethical Data Use in Support Automation

e Understanding ethical considerations in Al-driven support

Overview of customer data types and uses

Case Study: Implementing ethical data frameworks in a global call center
Key risks of unethical data handling
Industry best practices for ethical data management

Module 2: Global Data Privacy Regulations

GDPR, CCPA, LGPD, and other compliance frameworks
Regulatory penalties and case studies

Building compliance strategies for automation
Cross-border data handling challenges



e Case Study: GDPR compliance in Al chatbots
Module 3: Data Minimization & Consent Management

e Principles of data minimization
Designing consent capture mechanisms
Maintaining records of consent

Integrating consent in automated workflows
Case Study: Consent-driven support automation in e-commerce

Module 4: Bias, Fairness, and Responsible Al

¢ Identifying bias in Al support systems
Mitigating discriminatory outcomes

Testing Al models for fairness

Promoting ethical Al decision-making

Case Study: Reducing bias in automated customer service
Module 5: Data Anonymization & Security

e Techniques for anonymization and pseudonymization

e Securing customer data in automation systems

¢ Data encryption and access control

¢ Risk assessment frameworks

e Case Study: Implementing secure Al support for financial services

Module 6: Transparency & Accountability in Al

e Creating explainable Al models

Audit trails for Al decision-making

Reporting and compliance documentation
Accountability structures in support teams

Case Study: Transparent Al adoption in telecom support

Module 7: Customer Trust & Ethical Communication

¢ Communicating data use to customers
Building trust through transparency
Ethical marketing and support automation

Measuring trust and satisfaction
Case Study: Enhancing customer loyalty through ethical automation

Module 8: Measuring Impact & ROI of Ethical Al

e Metrics for ethical Al performance

e Business impact of ethical automation

e Cost-benefit analysis of compliance

e Continuous improvement frameworks

e Case Study: ROI of ethical Al in multi-channel support

Training Methodology



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

e Interactive lectures and presentations.

e Group discussions and brainstorming sessions.

e Hands-on exercises using real-world datasets.

¢ Role-playing and scenario-based simulations.

e Analysis of case studies to bridge theory and practice.
e Peer-to-peer learning and networking.

e Expert-led Q&A sessions.

e 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

31 Aug 2026 04 Sep 2026 Online $1,100


mailto:info@fineskilltrainingcenter.com

Start Date

07 Sep 2026

14 Sep 2026

21 Sep 2026

28 Sep 2026

End Date Location

11 Sep 2026 Online
18 Sep 2026 Online
25 Sep 2026 Online
02 Oct 2026 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

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