Customer Service
in Call Centers

Professional contact center service skills for
high-quality customer engagement
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1. Customer Service in Contact Centers Program

Why Customer Service Call centersarea

. critical touchpoint
in Call Centers for building trust
Matters

Contact centers are a critical touchpoint between organisations and their customers,
where every interaction shapes customer perception, trust, and loyalty. Contact center
professionals play a central role in delivering consistent, high-quality service across
multiple channels.

In service-driven environments, contact center staff are expected to communicate clearly,
solve problems efficiently, and meet performance standards. Without the right skills and
preparation, service quality can decline and customer dissatisfaction can increase.

The Customer Service in Contact Centers Program equips participants with the practical
skills and behaviours required to deliver professional, customer-focused service in contact
center environments.

WHY CUSTOMER SERVICE IN
CONTACT CENTERS MATTERS

PROGRAMME OVERVIEW

Customer Service in Call Centersis a
comprehensive professional training
programme designed to prepare participants
for effective performance in contact center and
customer support roles.

» Contact centers are often
the primary human
interface between organisations and
the people they serve
» Every interaction directly
influences trust, confidence, and
brand perception
+ Consistent service quality
supports operational performance,
compliance, and customer retention
+ Skilled call center professionals

Participants develop a clear understanding of
contact center operations, communication
techniques, customer experience principles,
performance measures, and ethical service
practices. The programme also covers
complaint handling, emotional intelligence,

reduce escalations, complaints, and
service risk

Well-trained teams enable
organisations to deliver reliable,
ethical, and customer-focused
experiences at scale

basic sales support, and customer data
protection, with strong emphasis on
real-world application.

The result:

Confident call center professionals who
handle customer interactions effectively, meet
performance targets, and contribute to
positive and consistent customer experiences.

Excellent service is not accidental.

It is built through skill, empathy, and consistency

Accredited and quality assured
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2. Customer Service in Contact Centers Program

What this programme
Prepares you to do

This programme prepares participants to manage customer interactions confidently and
professionally across contact center environments.

Participants learn how to communicate effectively by phone and other channels, handle
challenging situations calmly, protect customer data, and support both service quality

and organisational objectives.

PARTICIPANTS DEVELOP THE
CAPABILITYTO

* Understand the role and strategic
importance of contact centers

« Communicate effectively with customers

via telephone and contact channels

» Manage customer calls professionally
and efficiently

* Apply active listening, empathy, and
emotional intelligence

* Handle complaints and difficult customers

calmly and confidently

* Protect customer data and
maintain confidentiality

+ Use voice, tone, and language
appropriately in service interactions

* |dentify customer needs and present
suitable solutions

* Apply basic sales and upselling
techniques ethically

» Support customer satisfaction and loyalty

through service excellence

OUTCOMES FOR PARTICIPANTS

By the end of the programme, participants
will be able to:

 Deliver professional customer service in
contact center environments

* Handle customer calls confidently
and efficiently

« Communicate clearly using appropriate
tone and language

* Resolve customer issues effectively

* Manage complaints and challenging

interactions professionally

* Apply basic sales and persuasion
techniques appropriately

* Protect customer data and
maintain confidentiality

+ Contribute to improved customer
satisfaction and service performance

Programme structure and delivery options

Programme Delivery

Duration Format

160 learning Online

hours instructor-led

(40 training days) training
Subject Matter
Expert

Learning
Approach

Practical and
interactive sessions
Real-world
scenarios and
guided discussions

Flexible
Delivery
Adaptable for
organisational
requirements
and cohort-
based delivery

Instructor-led delivery

All training units are delivered by subject-matter experts with real-world contact center
and customer service experience, ensuring learning is practical, relevant, and

immediately applicable.



3. Customer Service in Contact Centers Program

HOW LEARNING
IS APPLIED

Participants apply communication, service, and problem-solving skills to realistic
contact center scenarios where professionalism, empathy, and efficiency are essential.
Learning focuses on real service interactions rather than theory alone.

PARTICIPANTS EXPLORE COURSE PREREQUISITES
v Contact center roles, channels, and No pr?or COhtaCt cgnter
professional standards experience is required.

v" Effective telephone communication and
voice control

v" Active listening, empathy, and emotional intelligence PROGRAMME DELIVERY

v" Call handling techniques and performance indicators * Online instructor-led training
v" Customer data protection and confidentiality + Practical and

v Complaint handling and de-escalation techniques interactive sessions

v Basic sales and persuasion skills * Real-world scenarios and

v" Customer experience and service guided discussions

quality measurement

THIS PROGRAMME IS DESIGNED FOR

This programme is suitable for:

* New and existing contact center customer
service agents

+ Contact center supervisors and team leaders

» Telephone sales and customer support teams

» Technical support and helpdesk staff

* Customer experience (CX) specialists

* Individuals seeking to work in contact centers

WHAT THIS TYPE OF TRAINING DELIVERS

Immediate Service Customer Operational
Application Confidence Satisfaction Performance
Apply contact Handle calls and Support loyalty, Meet service
center service customer situations trust, and positive standards and
skills directly in calmly and customer performance
customer professionally experiences expectations
interactions

The result:

More confident contact center professionals. Stronger customer relationships.
And service experiences that reflect professionalism, empathy, and organisational
excellence where it matters most.



4. Customer Service in Contact Centers Program

COCREATE TO ACTIVATE™

CoCreate to Activate™ is Maximus Academy’s four-step
method for building skills that last—not just in the classroom,
but inside real organisations operating in fast-moving, high-
demand sectors across the region.

Turning capability into national outcomes.

ASSESS What this Ensures
J]ﬂ[l Understand the real e Skills that match global
operating world industry demands, not generic

international templates.

— * Immediate operational impact,
g D_ESIG_N because training is built around
000  Buildtraining real sector challenges.

that fits the sector

i

e lasting organisational capability
N DELIVER through the adoption of performance-
@ Teach through Saud driven tools and behaviours.
SMEs and practitioners
It is the difference
SUSTAIN between fraining
@ Embed the change individuals and equipping
inside organisations an entire \.N.o.rkforce with
the capabilities to
perform, adapt, and

deliver at scale.

Register for
E’- ..% the course

<4 through the
(=] QR code
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Training that fits your world

Info@maximusacademy.com | +966 9200 31313 | maximusacademy.com
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