
Retail Customer Service: In-Store and Online
Integration Training Course

Professional Development Training Course Outline

Category
Customer Service and

Customer Experience
Duration 5 Days

Base Fee $1,100 USD Delivery Mode
Online / On-site

Hybrid

Course Introduction

In today’s rapidly evolving retail landscape, providing exceptional customer service is no longer limited to in-

store interactions. The integration of online and offline channels has become essential for delivering a

seamless and personalized shopping experience. Retailers must equip their teams with the skills to

navigate omnichannel environments, enhance customer satisfaction, and drive brand loyalty. Retail

Customer Service: In-Store and Online Integration Training Course focuses on empowering retail staff with

advanced customer service techniques, leveraging digital tools, and creating a cohesive experience across

both physical and online touchpoints.

This course combines practical insights, case studies, and hands-on exercises to strengthen the

participants’ ability to handle diverse customer needs efficiently. By integrating in-store operations with

online platforms, participants will learn to optimize customer engagement, reduce friction, and increase

conversion rates. Emphasizing trending industry practices, technology adoption, and behavioral strategies,

this program is designed to prepare retail professionals for the modern retail ecosystem where customer

experience is the ultimate differentiator.

Programme Curriculum

Retail Customer Service: In-Store and Online Integration Training Course

Introduction

In today’s rapidly evolving retail landscape, providing exceptional customer service is no longer limited to in-

store interactions. The integration of online and offline channels has become essential for delivering a seamless

and personalized shopping experience. Retailers must equip their teams with the skills to navigate omnichannel

environments, enhance customer satisfaction, and drive brand loyalty. Retail Customer Service: In-Store and



Online Integration Training Course focuses on empowering retail staff with advanced customer service

techniques, leveraging digital tools, and creating a cohesive experience across both physical and online

touchpoints.

This course combines practical insights, case studies, and hands-on exercises to strengthen the participants’

ability to handle diverse customer needs efficiently. By integrating in-store operations with online platforms,

participants will learn to optimize customer engagement, reduce friction, and increase conversion rates.

Emphasizing trending industry practices, technology adoption, and behavioral strategies, this program is

designed to prepare retail professionals for the modern retail ecosystem where customer experience is the

ultimate differentiator.

Course Duration

5 days

Course Objectives

1. Enhance omnichannel customer service skills for seamless in-store and online interactions.

2. Improve customer engagement strategies using digital tools and in-store techniques.

3. Develop personalized shopping experiences to boost loyalty and retention.

4. Strengthen communication and conflict resolution skills in diverse retail scenarios.

5. Implement CRM and retail analytics to understand customer behavior.

6. Optimize checkout processes across physical and online channels.

7. Train in cross-selling and upselling techniques to maximize revenue.

8. Introduce AI and chatbots to improve online customer interactions.

9. Enhance brand consistency across all customer touchpoints.

10. Apply problem-solving frameworks for handling complaints effectively.

11. Leverage social media for customer support and engagement.

12. Foster a customer-first culture within retail teams.

13. Use case-based learning to translate theory into practical retail solutions.

Target Audience

1. Retail sales associates

2. Customer service representatives

3. Store managers and supervisors

4. E-commerce support staff

5. Retail operations executives

6. Marketing and CRM professionals

7. Omnichannel project managers

8. New hires in retail and e-commerce environments

Course Modules

Module 1: Introduction to Omnichannel Retail

Overview of omnichannel retail trends and technologies

Understanding customer journey mapping

Integrating in-store and online touchpoints

Importance of seamless customer experience

Case Study: Successful omnichannel implementation in a leading retail brand



Module 2: Customer Communication and Engagement

Verbal and non-verbal communication skills

Active listening and empathy techniques

Handling difficult customers with confidence

Online chat and social media communication etiquette

Case Study: Resolving high-volume customer complaints effectively

Module 3: Personalization and Customer Experience

Collecting and leveraging customer data

Tailoring in-store promotions for individual needs

Personalized email and online marketing strategies

Upselling and cross-selling techniques

Case Study: Personalized campaigns driving repeat purchases

Module 4: Technology Tools for Retail Service

CRM systems and data analytics

AI-powered chatbots and virtual assistants

Mobile POS and self-checkout integration

Customer feedback collection tools

Case Study: Retail chain improving service with AI insights

Module 5: Complaint Handling and Problem Resolution

Root cause analysis for customer issues

Structured complaint resolution frameworks

Maintaining composure under pressure

Online vs. in-store complaint management strategies

Case Study: Turning negative reviews into positive customer outcomes

Module 6: Social Media and Online Engagement

Social listening and brand monitoring

Engaging customers via social platforms

Responding to reviews and feedback professionally

Creating online campaigns to enhance loyalty

Case Study: Social media campaigns boosting customer satisfaction

Module 7: Sales Optimization Techniques

Cross-selling and upselling strategies

Loyalty programs and rewards optimization

Leveraging online analytics for targeted promotions

Personalized recommendation engines

Case Study: Revenue growth through integrated sales tactics

Module 8: Building a Customer-First Culture

Leadership in customer service excellence

Training and motivating teams



Measuring and rewarding customer service performance

Continuous improvement through feedback loops

Case Study: Transforming company culture to prioritize 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 Price

10 Aug 2026 14 Aug 2026 Online $1,100

mailto:info@fineskilltrainingcenter.com


Start Date End Date Location Price

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

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/retail-customer-service-in-store-and-online-integration-training-course

