
Introduction
· Service staff are the foundation on which future sales are won or lost. Equipping them with up-to-date after-sales service skills will help them to leave customers with a positive impression of the business and ensure they return when they’re ready to make their next purchase.

· Who Sold You This, Then?: Effective After-Sales Service is a helpful introduction to the techniques that strengthen the relationship between an organisation and its customers. It details the four cornerstones of successful after-sales service – defend the sales person, defend the product, defend the organisation and defend the customer – and allows service staff to develop an action plan to improve the way they relate to customers.

Who is the course for?
· Who Sold You This, Then?: Effective After-Sales Service is an ideal course for all customer service and after-sales staff who have had no formal training in the skills required to satisfy customers and represent the business in a professional light.

· This course is appropriate for any business sector, there are no formal entry requirements and employees do not need any prior experience.

What will you get from this course?
When you have completed this course, you will be able to:

· Leave the customer with a positive impression of you, your organisation and its sales staff

· Listen to the problem and offer an acceptable solution

· Accept faults and know how to respond to criticism

· Compile and relay useful feedback

· Generate goodwill amongst customers
