Reimagine Customer Interaction:
Harnessing a Growth Mindset And Emotional

Intelligence To Master Effective
Communication

A growth mindset and effective communication are crucial in customer interactions as they
foster a dynamic and positive exchange. Embracing a growth mindset encourages
adaptability and continuous learning, enabling customer service representatives to
approach challenges with creativity and resilience. This mindset promotes the belief that
skills and abilities can be developed through dedication and effort, encouraging team
members to seek opportunities for improvement.

Effective communication skills, which include active listening, and a balance of high quality
inquiry vs advocacy creates empathy, and clarity in conveying information, enhances
customer interactions by ensuring that concerns are understood and addressed
comprehensively. By valuing feedback and viewing setbacks as opportunities for growth,
customer service professionals can cultivate trust, loyalty, and satisfaction among
customers, ultimately fostering long-term relationships built on mutual respect and
understanding.
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Course Outline (Duration: 8 hours)

Growth Mindset (2 hours)
= Growth vs Fixed mindset self-assessment
= Growth mindset defined and relevancy to customer interactions

= The journey to transform your mindset

Break

Emotional Intelligence: Self Management (2 hours)
= Emotional Intelligence defined
= Self awareness and identify emotional triggers in customer interactions

= Self management strategies and techniques

Lunch Break

Individual Communication Styles (2 hours)
= Preferred communication styles defined: Assertiveness vs Responsiveness
= Adaptability to different styles

= Case study / Role-play to different communication styles

Break

The Balance of Active Listening, Inquiry and Advocacy (2 hours)
= Mindful (active) listening
= Inquiry vs. advocacy

= The balance of listening, inquiry and advocacy in various customer interactions
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