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Overview 
By completing this module learners will be sable to apply the following skills: 

 They will be aware of their audiences and purposes for communication. They listen effectively and 
critically. They are able to identify or adopt the style and language register required in different 
situations. They can usually identify the assumptions and inferences in what people say/sign. They 
speak/sign fluently and confidently in both formal and familiar settings and can articulate their 
purpose and meaning clearly. They can use language to convey detailed information, and to express 
their ideas and feelings. They control complex sentence structures and language conventions in their 
spoken/signed communications. 

Course Outline 

Module One: Verbal and Non-verbal communication 

 Icebreaker 
 Housekeeping Items 
 The Parking Lot 
 Workshop Objectives 

Module Two: Where do I Start? 

 Getting rid of all the clutter 
 Muda exercise 
 Yohari’s window 
 Time waisters 

Module Three: The art of communicating effectively in the 
business environment 

 Become an engage listener 
 Pay attention to non-verbal signals 
 Control your stress 
 Assert yourself 

 

Module Four: Understanding the culture differences in 
communication 

 Multiculturism ad how it affects the way we communicate 
 Decision making patterns 
 Do’s and Don’ts 

Module Five:  Presentation skills 



 Getting Started 
 Presentation Dynamics 
 Presenting yourself, your brand and your product 

Module Six: How to write a business letter, Email, 
Memorandum 

 Words often incorrectly used 
 Synonyms and their application 
 The difference between symbolic and written communication 
 The importance of correct spelling in written communication 
 Constructing sentences to convey the correct message 

Module Seven: What is customer care? 

 Definition of a Customer 
 Perceptions 
 Factors Influencing one’s perceptions 
 Service Expectation 
 Basis for Segmentation 
 Customer Satisfaction 
 Level of Loyalty 
 Customer Retention 
 Internal Customer Care (3C’s) 
 Measuring Customer Satisfaction 

 

Module Eight: How to handle Service breakdown and 
recovery 

  Definition of service 
 Service breakdown explained 
 Service recovery techniques and critical steps in the recovery process 

Module Nine: Handling difficult customers 

 Control the emotions 
 Assertiveness 
 Stages of potential conflict 
 Arriving at a mutual beneficial/accepted outcome 
 Reinforcement 

Module Ten: Customer profiles and behaviour 

 Customer profiles explained 
 Exercise: do your own profile 
 Reading a customer’s profile 



 Dealing with different customer profiles 

Module Eleven: The lifetime value of a customer 

 Exercise: Calculating the lifetime value of a customer 
 Impact on business when customers become ‘’walkers’’ 
 Impact on business when customers become ‘’terrorists’’ 
 Upselling in relation to customer loyalty 

Module Twelve:  Bringing it all together 

 Case studies 
 Exercise: Am I a good listener? 
 Areas of improvement 
 Application in real life and at work  


