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INT RODUCTION

The Customer Servicelnstitute of America (CSA),
is very pleased to offer this program to members
seking to receive the highest professonal
qudificatons offered by Americad peak customer
body. The courseis a comprehersive program that
will prepae you for the responsibility of establishing
and managing complex customer servicemanagement
systemsand personnel.
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The Certified Customer Service Manager (CCSM)
course hasbeen developed to provide professonal
management qudificaions for thosein customer
service leadership roles. The course is desgned to
provide graduates with an Accredited Professonal
Qudification in Customer Service Management.

troduic

The CCSM coursefocuseon the®denceand a r of 0
Customer ServiceManagement and awards Americas
only formal and naionally recagnized fiCertified
Customer ServiceManager @lesgnaioni CCSM.
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INTRODUCTION

Customer Service Managers come from a variety of
backgrounds but unlike other professons, such as
Accounting, there hasbeen no formal industry body
recaynitioné unt i | now.

Anyone may designatethemseles a Customer Service
Manager but few have any qudifications other their
experiencesto prepae them for the role. Despite official
job titles sich as Cusomer Service Diredor, Customer
Relationship Manage, Call Center Manager, Manager
Customer Experience, Customer Advocate and more,
few people hdding these postions have any customer
servicequdificaions. Hence, aignificant proportion of
Americad customer service managers and professonals
have no formal qualificationsinstead gaining considerable
experienceat avariety of levelsin the organizaion before
working their way up throughthe rarks.

The Customer Service Institute of America hasworked
with leading organizatons to develop course work,
assesments and a certificaion program leading to
Americad only formal and naionally recgnized
fiCertified Customer Service Manager 0 desgnaion,
CCSM both Level 1 and Advanced.

The CCSM program includes a workbook, lectues,
assgnments, assesment by your tutor, online sypport
and feedback throughvideo messaes, blogs, and emails.

The Certified Customer Service Manager program
workbook provides all the informaton you require for
each of our severmodules. The structure allowsyouto
work at apace that is right for you and fits within your
workplace requirements.

The seven modules featured in the workbook cover
strategies, tools and important management skills for
delivering highqudity service. Eachof the modulesutilize
detailed theory, practicd exercisesand assgnments and real
life casestudies The goal of the workbook isto provide
informaton and ill s that can be readly applied in your
organization.

Throughou the course you will gain a comprehersive
understanding of the core compeencies required for
developing and implementing effedive customer service
management systems.

By understandingandowningthesecore compeenciesyou
will be able to contribute to your organizaion more
effedively and deliver the required resuts in a variety of
Stuaions that require a higher level of spedalist
knowledge.

The key mre compéencies of excelent customer service
management are

A customer focus

The dility to analyze and solve problems
Leadership and personnel management

Rersonnel skills and tearmwork

Effedive understanding and use of technology
and infrastructure

>s >s >s >\ >\

It is time for all thosein industry and the govemment
sedor with customer - servicemanagement responsibilties
to gain formal professonal qudificaions and for CEOs
and Human Resource departments to insig on only
employing customer service leaders recagnized by
Americas peak professonal body for Customer Service i
the Customer Servicelnstitute of America



INTRODUCTION

CCSM Cours Ben€fits

In June 2004, the CCSM program becamne the formal
professonal qudification required for immediate full
membership satusof the CSIA. The CS A isthe peak
customer service body in America and the only
customer service organizaion for professonals in
Americai amember of the Intemaional Council of
Customer Service Organizations.

Upon succesful completion of the program, graduates
are avarded a free years membership of the C3A at
full member status and recanition of a memberd
professonal standing through a certificate and use of
theC S | Algigmaory, post-nominal letters: CCSM.
Thosewho have completed the Advanced Certific ate
will be permtted use of the Advanced Level CCSM
post-nominal |etters.

Beaoming a Certified Customer Service Manager
opers many doors both domesticaly and intematonally.
The CCSM dedggnaion isyour pasport to aleadership
career in customer service. The CCSM program has
been developed with a mix of techmical rigor and
practical workplace basedprojects. The coursefocuses
on devel oping leadersin the customer servicediscipline
to beable to quickly contribute at the organizations
most senior level, including boardmembership.

Soon, all employers will look for the Certified
Customer ServiceManager qudificaion when seing
to hire customer servicepersonnrel or to promote from
within.



INTRODUCTION

Certified Customea ServiceMamge Course Features

Customer Serviceisincreasngly bemming avital busnessissue asorganizatons realize the benefits of an
integrated, strategic, customer service management system for providing effedive customer support. Just
asother professons, such asAccountingand HR, have professonal qualifications €.g. Certified Practicing
Accountant or CPA), professionalsvorking within customer-focusedousnesss, or those managing their

organizatons customer service functions need to stay informed about the latest tecmiques and
experiences

COURSE FEATURES

AAII Candidates receive Assogcate Membership of AThe certification program features a workbook,

CSA. Full membership isgrantedupon graduaton. containing all readings, assgnments, and projecs
. Sudents canwork at their own pace Activitiesare
A Graduates will be avarded, on completion of the workplae-basel ard are to be carried out by

assesment, the C3As Certified Customer Service

Manage (Levell) desgnaton. Graduates canthen , )
use the post-nominal CCSM, signifying their A The course is comprised of seven modules, each

participantover a24-month period.

professonal standing. Those CCSM (Level 1) covering a vital aspect of service excelence and
graduateswho completethe advanced Certifi cate includes readings, casestudies, exercises and
for Customer Service Managers training will be projecs

?25;0 usethe desgnatory, post-nominals CCSM A Thecoursehasbeen desgnedto remain up-to-date

and is subject to ongoing review by some of
Amelicas most senior customer service exeautives
and CEOs, as well as, the International Council of
Customer Service Organizations.
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INTRODUCTION

Course Delivery andTime Investment Required

CERTIFIE D CUSTOMER SERVICE MANAGER i CCSM
The Customer Service Institute of America is Americas
peak professonal body for customer serviceleaders. The
Certified Customer ServiceManager (Level I) courseis
CS A8 dandadized minimum qudificaton for
desgnaion asanaccredited customer serviceleader.

Up-and-coming professionals$n the service arena will
beable to demonstrate theyaresuitably qudified to face
the many challenges confronting today& customer
service leaders by obtaining this qudificaion. The
courseis desgned for Customer Service Managers with
or withou formal training, supervisors, and contact
center or frontline team leaders se&ing to develop
customer serviceleadership and management sKill s.

Each candidate will be provided with America best
customer service resource, the Certified Customer
Service Manager Course Workbook. It contains all the
coursework, activitiesand readings for both Level 1 and
Advancedprograms. Candidates,upon commencement
of the course bemme Assocate Members of the Customer
Servicenstitute of America.Upon successtul completion
of the program, graduates are awarded a free years
membership to the CSIA at full member status and
recggnition of the member§ professonal standing
through a certificate and useof the CSI A& desgnatory,
post-nominal letters: CCSM.

Coeching is implementedvia email and telephone, as
required, and activities are submitted via an eledronic
workbook. Not only do staff experience the satisfaction of
completing a demanding and rigorous course but also
receive theprestigious qudific ation.

Upon completion of the workbook, afinal assesment and

interview is conducted to confirm the candidate 6 s

compeency and to award the Certificate Level 1L Further
work and assesment isrequiredto progressto the advanced
qudification.

Soon all employers will ook for the Certified Customer
Service Manager qudificaion when se&ing to hire
customer servicepersonnel or promote from within.

BENEFITSFOR EMPLOYERS
The god of this professonal qudificaion is to increase the
level of cusomer servicein organizaions acrossthe globe

Employers will have accessto customer service leaders
with more confidence. This confidence will bedeveloped
throughincreasedob skills and agreater understanding of
customer service management methods, tools and
teciques.

The practicd, workplace-basel projecs ensble CCSM
graduates to tackle problems relevant to your organization§
cusomer service management systemwhile they learn.
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INTRODUCTION

Customer Service is increasngly bemming a vital
busnessissue asorganizaions realizethe benefits of an
integrated, stategic customer service management
systemfor providing effedive customer support.

Professonals  working  within  customer-focused
busnesss, or those managing their organizationd
Cugtomer Servicefunctions neal to be kept informed
about the latest techiques and experiences.

From small Customer ServiceDeparmentsto large Call
Centers, the importance of developing a vaued
relaionship with customers usng a strategic Customer
Service management systemis an esential foundation
of long-term businessgrowth.



COURSE SYLLABUS

Courseaim and over view: to build the culture knowledge and skills required to develop,
improve and manage any cudomer savice environment. By the end of this course
graduateswill be ableto:

MODULE 1: Understandhe value of a cusomer
savice philosopy for businessgrowth andsevice
excellerce

A

A
A

Identify and define adiversity of attitudes, knowledye
and sKills required to focus on customers and their
needs

Addressdiversecustomer needsand values

Descibe how leadership, Vision/Misson Statements
and applicaton of regources influence an
organizationd customer servicefocus

MODULE 2: Develop and assesghe suxessof a
cudomer savice managemsat system including
the International Cusgomer Service Standad and
certification Trustmak program

A

A

Develop anintegrated approach to customer service
processmanagement

Undertand  implementaion, assesment and
compliance with the Intemaional Customer Service
Sandad

Explain how to use best practice methoddogy to
increasemarketshare and customer retention

MODULE 3: Display seavice leadership

A

A

A

Identify key customer serviceleadership principles
and ills

Apply customer service management principlesand
models to your work

Nurture your own leadership skills and identify
opportunitiesfor self-improvement

Develop leadership skills for influencing, correding
and leading a customer-driven organization

Develop and manage reward and recagnition programs

MODULE 4: People managemet

A
A

A Develop enhanced strategiesto manage attendance

Recit and sdectcustomer-centric employees
Develop teamwork systems

and gaff retention

A

Assess the attitude, skills and compeencies of
employees with regard to providing high qudity
service centric outcome

Effedively monitor employee performance and
saiisfaction levels.

MODULE 5. Understad ard develop infrastructure
andtechnolay

A

A

A

Develop operaiing systems that suypport excellent
customer service

Identify relevant tecmadogy solutions and how to
effedively benefit from implementaton

Improve servicedelivery and processmanagement
Effedively assessutsourceproviders and theimpact
on customers of thesestrategic partnerships

Devise a strategic system which handles customer
inquiriesand hilling aswell asretaining and growing
clients

MODULE 6: Effectively utilize measuement systems
andtools

A

A

A

MODULE 7

Develop and implement a balanced smrecad to
measure and predict customer serviceperformance
Descibe the means of measuing and analyzing both
intemal and extemal customer satisfaction

Desgn and implement a world class complaint
management and feedadk monitoring system able to
feedinto continuousimprovement

and

Ensue integation

operationalization

A

A

Drive exceptional customer
practice customer service
Develop a plan for implementing and integrating a
customer service management system in the
workplace

Expand, strengthen, and improve your organization$
customer serviceprocesses

Maintain momentum for cusomer service excelence

loyalty through best



COURSE SYLLABUS

Module Outlines

The CCSM courses have been desgned by some of the
most innovatve customer service thought leaders in
consutaton with Chief Customer Officers and senior
exeautives from award-winning organizations. The purpose
of this courseisto train customer service leaders to deliver
customer service excellence as part of overall efforts to
improve customer serviceand increasecustomer advocacy.

In return for this training investment CS A will deliver
managers who: are more innovaive, aremore efficient, save
the organizaion money by understanding the Cost of Bad
Service™, grow the busness, and enjoy working with your
customers. Buildinglongtem relaionshipswith customers
encourages them to spread postive dword of mouthd
advocacy leading to increasedreferrals.

Eachaspect of the course will focuson achieving specific
objedives through classroom exercisesand are enhanced
through continued learning after the training through
recommended readings and activities.  Students who
complete the CSIA Accredited and Nationally Recagnized
coursesrecive certific atesrecagnizing their achievement in
attainingthe qudlific aion.



COURSE SYLLABUS

MODULE 1

Cugomea Service for Busines Growth and Excdlence

Do you know the lifetime value of one of your
customers? Safstics abound regarding the importance
of customer retention and how itd seader to keg a
customer than attaina newone. It is nat sohard to
understand why customer service is important but
defining what customer service really is canbe more
difficult.

This modulewill provide plenty of discusson on those
issues.  Defining the customer, knowing who your
customer is and, sometimes more importantly, isnd is
another key learning area  Sometimedt maybe better to
say finod to newbusness.

Thismodulewill use exanplesto illustrate what effedive
customer servicemeans acrossavariety of industries. The
messge is i we al have cusomers no matter what
industry or pat of the organization we work in. Giving
the ultimate customer experience requires providing the
intemal customers in the chain with the sypport they
need. This module provides an introduction to customer
service, offers some sanple service delivery models and an
inventory of service strategies.

LEARNING OBJECTIVES
At the end of this module you shout be able to:

A

DB B D

Explain the importance of customer service for
achieving strategic busnessobjedives.

Explain the concept of Qustomer Loyalty.

Define the term Qustomer Service

Explain the term Strategic Customer Service

Explain the importance of identifying customer types
and customer expedations to the creaion of a
succesful customer servicestrategy.

Understand and appredate the importance of the
intemal and extemal customer.

Descibe what is meant by the term Chain of Service
Support.



COURSE SYLLABUS

MODUL E 2

Strategic Framavork for aCugomea Service Managemat System

Customer servicein many organizaionsis left to a sepaate
division or acal center. It is often managed in areactive
way despite the ideal promoted in various company Vision
and Misson Statements. This module challenges
participants to examine the way cusomer service is
postioned in the organizaion and how to develop a
framework that will integraie high standards of customer
service across the whole organizaton.

The module will demonstrae why a customer service
professonal is as important of a member of the
organizationas, say, the Finance Diredor and how

custome  service sandards are as important as sound,

accreditecicoounting standards for a hedthy corporaion.

LEARNING OBJECTIVES

At the erd of this module you shout be able to:

A lllustrate why a custome service strategy should be
integrated throughou an organizaton.

A Descibe how an organizations busnes objectives
shauld be aligned to achieve recaynized customer
Service outcomes.

A Use Baanced Scorecad methodology as applied in
the Intematonal Customer ServiceStandard to asses
your organizationé ability to deliver customer service
outcomes.

A Analyze the components of various organizationsd
cusome servicevision and straegy and discuss the
suitability of each for the busness environment.

A Explan how an organization$ customer service
straegy cen affed its cods asseé utilization, and
growth.

A Map processsthroughott an organizaion from end-
to-endto ersure the delivery ofproducts and services
according to identified customer specifications with
guaanteed predictability and consisiency.

A Lig the tools for digning an organizaion towards a
cutomer  focused straegy and continuous
improvemen.

B

The rigorous proces involved in
completirg the audt and in meding
the standad has allowed us to look at
the savice we provide with adifference
lens. | am confident it will add value to
Westpace commitment to/ cudome
savice excellence

Tim Harrington
Genga Manage Prodwct & Marketing
Westpac



COURSE SYLLABUS

MODULE 3
Leadership for Service Excellence

Unlikedoctors, lawyersand accountants, customer service
professonals arrive in their postion from a diverse array
of academic and work experience backgrounds. Despite
the lack of aformal career path, leaders in the service area
require spedal skill sand athorough understanding of the
complex role they play in the organizaion. Managing a
team of frontline serviceprofessonals is as much of an art
as a sdence eypedally when it comes to creaiing the all-
important company-wide cusomer service culture. Some
organizations get it right butmany dond. Thismoduleasks
AdVhat are the characteristics of a customer service leader®
as well as@Nhat environment will provide you with an
empowered customer focusedvorkforce?

LEARNING OBJECTIVES

At the end of this module you shout be able to:

A Lig the sills and qudities required of a customer
service team leader and manage.

A Formulate job desciptions for cusome service
leaders in anumber of industries.

A Explain what is meant by the term Customer Focused
Culture and why it is dedrable to develop such a
culture throughout an organization?

A Jdge the various stategies undertaken by
organizations seding to develop a Customer Focusel
Culture.

A Summarize the benefits of employee retention and
outlinewhy employees bemme disstified.

A Understand and combeat issues causng absenteeism
and turnover.

Recanize the importance of training employees and
list some of the skill set required for service delivery
outcomes.

Briefly discus the requirements of effedive training
programs.

Desaibe the value of an empowered workforce and
demonstrate how to edablish guidelines for the
effective empowerment of employees and measue the
effects.

Recommend motivaiona techmiques for employees
in anumber of catgories and industries including
recanition programs.

Desgn aproces to maintain and continualy improve
your leadership skills.

Set challenging objedives and goals for your team to
achieve customer service outcomes.



