
 

 

  

CUSTOMER SERVICE 
FOR FRONTLINERS- 
HOW TO SERVE WITH 
LOVE 

Who Should Attend This Training? 

 Frontliners and Supervisors 
 Customer Service Assistant 
 Lead Customer Service 
 Customer Service Supervisors 

who are currently in the Customer 
Service Operation Unit 

PROGRAM HIGHLIGHT  

How much more profit could 
an organisation make 
annually if it had customers 
who kept on coming back to 
the organization again and 
again? Wouldn’t be 
wonderful if an 
organisation’s customers 
were so satisfied with its 
services that they simply 
advertised its business 
favourably through words of 
mouth? Therefore, this 
program will help develop 
your customer service 
managerial knowledge and 
skills to make your dreams 
come true. 

OUTCOMES 

Upon completion of this programme, 
participants will be able to: 

 Explain the importance of customers 
to business 

 Describe what customers really want 
and expect 

 Strategize on how to manage 
customers excellently to realize 
organization’s service vision 

 Develop appropriate measurements 
to track customer service 
performance 

 Sustain efforts and performance for 
competitive advantage 
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REGISTRATION 
            

FEES 

RM1400/ PAX 
*excluding 6% SST 
 

(Discount: 3 or 4 pax - 5% /                                                      

5 pax and above - 10%) 

           03-55446340              farhanah@sirim.my 
           03-55446903              rasidah@sirim.my 

Session1 : Introduction & 
Understanding the Big Picture 

 Welcoming 
 Ice Breaker- Knowing Me Knowing 

You 
 Understanding the Big Picture 
 Program Framework 

 

Session 2 : What is Customer 
Service - What is for ME? 
 Improved Customer Relationships 
 Greater Job Satisfaction 
 Reduced Stress and Hassle 
 Enhanced Job Success 

 

Session 3 : Who Are Our 
Customers? 
 Customer Perspective In Business 
 Customer Defined 
 Basic Types of Customers 
 Customer Segmentation 
 Lifetime Value of A Customer 

Session 4 : What Do Customers 
Really Need 

 Goods VS Services 
 Why Customers Quit 
 What Is Customers Value 

 
Session 5 : How To Serve 
Customers Better 

 Voices of Customers 
 Service Strategies 
 Service Enablers 
 Moments of Truth 

 
Session 6 : How Do Know We Are 
Successful 

 Service Quality Attributes 
 Customer Feedback 

 

COURSE OUTLINE 



 


