
Sales And Marketing Training Courses Descriptions

Customer Service Training Course Description

Customer Service Principles
• What are the fundamentals of

customer service principles? 
• How to interact with different types of

customers and different personalities? 
• What customers want and how to

satisfy them? 

Questioning Techniques
• How to encourage a customer to give

you more information by using correct
questioning techniques? 

• How to use leading questions? 
• How to sequence your sentences for

maximum effect? 

Emotional Intelligence
• How to empathize with customers and

maintain rapport? 
• How to show you understand the

customer and care about their
problems? 

Customer Service Scenarios
• What does it mean to handle a customer professionally? 
• What are the common challenging customer service scenarios and how to handle them? 

• How to handle angry customers? 
• How to handle swearing customers? 
• How to handle mistrustful customers? 
• How to handle demanding customers? 
• How to handle a developing long queue? 



Handling Complaints 
• How to handle complaints? 
• What are the principles of handling unhappy customers? 
• How to deliver a “Soft No”? 

Telephone Skills
• How to handle phone calls? 
• How to put a customer on hold? 
• How to refer a customer to a colleague? 
• How to end a phone call? 

Body Language
• What body language signals are most critical for a great first impression? 
• What gestures put customers at ease and let you establish rapport with them? 
• How to spot the lies through body language? 

By the end of this course, participants will be able to:

• Apply the essential principles of customer services to anyone who wants your 'output' 
• Ask effective questions from customers to get results 
• Use empathy to maintain rapport with customers 
• Professionally respond to a customer’s demands & requests while maintaining rapport 
• Sequence your sentences effectively to get maximum results 
• Handle phone conversations professionally 
• Read and interpret body language signals and use them to enhance your communication skills 
• Defuse uncomfortable interactions with customers and professionally respond to any problems as they arise 

Sales Skills Training Course Description

Why People Buy?
• What are sales myths? 
• What attitudes work best to make the most conversations? 
• What is the relationship between sales and marketing? 
• What makes people accept a salesperson’s offer? 

What Framework Should You Follow When Selling?
• What are the historical approaches to selling? 
• What steps should you follow explicitly to get results? 
• How to close a deal with ease? 



What Strategies Should You Follow?
• How to overcome objections? 
• How to produce a convincing presentation? 
• How to prepare for a sales activity and what should you pay attention to before attending a sales

meeting to increase your chances of success? 
• How to be an ethical salesperson? 
• What are the historical sales strategies and how have they progressed through time? 

What is The Best Way to Structure Your Sales Pitch?
• What formula works best? 
• How to create a loyal customer by delivering a pitch directly targeted at them? 
• How to respond to a customer’s needs? 

How to Use Modern Approaches of Selling?
• What are the best strategies to use in business-to-business sales activities? 
• How to establish rapport and gain the trust of the customer? 
• What are the differences between modern and traditional sales techniques and how can you take

advantage of these new trends? 
• How does a successful salesperson cope with changes in modern trading? 

How to Present Yourself Optimally Using Psychology?
• How does first impression work and how to take advantage of it? 
• How to read the body language of a customer and use your own body language to emphasize

key points? 
• How to improve your listening skills? 
• How to appear more confident? 

By the end of this course, participants will be able to:

• Sell using a structured framework and have the right mentality to maximize your conversion 
• Take advantage of modern sales techniques by understanding the difference between the traditional and

modern methods 
• Focus on the customer’s needs and pitch your sale from the most efficient angle to get maximum results 
• Phrase your sentences efficiently when selling a product or an idea 
• Sell by focusing on the customer using effective modern selling frameworks 
• Use the power of the brain to optimize your sales activities 
• Read and use body language effectively to enhance your communication skills 

Handling Complaints Training Course Description

Nature of Complaints
• Why people complain? 



• Who complains? 
• What people think of complainers? 
• What is the correct attitude towards complaints and handling complaints? 

Listening Skills
• What types of listeners exist? 
• What are advantages and disadvantages of each listening type? 
• What is Active Listening? 
• How does Active Listening help you handle complaints better? 

Handling Complaints
• What types of complainers exist? 
• What are the best strategies to deal with each type of complainers? 
• What should you be aware of when dealing with each type to prevent the encounter from

becoming unproductive? 

Complaint Handling Scenarios
• What are the common challenging scenarios when handling complaints or serving customers? 
• How to handle aggressive complainers? 
• How to stop people from using others as an audience when complaining? 
• What to avoid when handling complaints to reduce the likelihood of confrontations? 
• How to deal with slow speakers? 
• How to manage careless remarks? 

Assertiveness Skills
• What is assertiveness? 
• How to be assertive? 
• How does assertiveness differ from aggressive or passive behavior? 
• How to construct your sentences to express yourself assertively when responding to complaints?

Body Language
• What are the critical postures and gestures to observe when handling complaints? 
• How not to appear defensive and confrontational? 
• What postures to use to make the other person feel calm and cared for? 
• What body language signals best suit your assertive style of communication? 



By the end of this course the delegates will be able to:

• Hold a positive attitude towards complaints and appreciate how they benefit organizations. 
• Use Active Listening techniques when handling complaints to help establish rapport and leave a positive

impression 
• Respond to common challenging scenarios and handle complaints in an efficient manner 
• How to communicate assertively with customers when handling complaints for a win-win outcome 
• Increase the effectiveness of your communication with others using body language 

Marketing Skills Training Course Description

Introduction to Marketing
• What is marketing? 
• What are the historical approaches to marketing? 
• How does modern marketing differ from historical approaches? 
• What is involved in a marketing process? 
• What techniques are used for situational analysis? 
• How does marketing relate to sales and what does this mean when planning your strategy? 

Understanding Customers
• What is a SWOT analysis and how can you take advantage of it in marketing? 
• How customers decide? 
• How can you influence customers in each stage of their decision making process? 
• How to devise a marketing strategy to appeal to customers in each stage of their decision

making process? 

Marketing Strategy
• How to segment the market? 
• How to target the market based on specific segmentations? 
• How to devise a marketing mix and position your products appropriately according to your

target market? 
• What are various positioning strategies and what are their advantages and disadvantages? 

Marketing Mix: Product
• What is the life cycle of a product? 
• What to consider when developing products in line with your marketing mix? 

Marketing Mix: Price
• What is involved in the process of pricing your products? 



• How to price your products in line with your objectives? 
• What legal issues should you be aware of when pricing? 
• What are supply and demand curves and how can you use them when setting up your prices? 
• Should you have variations of a single product? If so, how many? 
• How to price multiple variations of a product to maximize your profit? 

Marketing Mix: Place/Distribution
• What is the importance of distribution and what is involved? 
• What are various types of sales channels? 

Marketing Mix: Promotion
• How can you promote your product? 
• What are the 4 principal elements of promotion? 
• How to use viral marketing? 
• What is involved in branding? 

Marketing Analysis
• What are best practices in marketing? 
• What are the critical areas in marketing that can make all the difference? 

By the end of this course the delegates will be able to:

• Understand historical approaches to marketing and how marketing process works in practice 
• Analyze your company in relation with your competitors and by examining your customers’ decision making

process 
• Segment the market, target each segment and use a marketing mix to address each segment as part of your

marketing strategy 
• Use product life cycle to decide on your marketing strategy 
• Set your pricing strategy using a variety of methods and in line with supply and demand 
• Identify distribution channels and setup various ways to get your products to customers ahead of your

competitors 
• Use four main elements of promotion to popularize your products 
• Follow a number of well-established marketing guidelines to maximize your chances of success 

Phone Skills Training Course Description

How to Serve People on the Phone?
• What callers want? 
• What do you want? 
• What people don’t like about phone conversations? 



How to Establish Rapport?
• How to connect to callers emotionally? 
• How to control your tone of voice? 
• How to be emotionally skilled? 

How to Obtain Information?
• How to ask efficient questions to get maximum amount of information? 
• How to minimize misunderstandings? 
• How to ask probing questions? 

How to Provide Information?
• How to present data or guidelines so a customer can easily follow and understand? 
• What not to do when providing information? 

How to Hold Telephone Conversations?
• What are common situations you need to handle when on the phone? 
• How to open phone conversations? 
• How to answer phones? 
• How to close a phone conversation? 
• How to put on hold? 
• How to transfer? 
• How to pick up someone else’s phone? 

How to Control Your Tone and Your Content?
• How to structure your sentences? 
• How to get around the lack of body language signals? 
• How to talk with an appropriate rate of speech? 

How to Deal with Common Scenarios?
• How to respond to angry, demanding or other types of callers? 
• What strategies can you use when you encounter difficult situations? 

How to Listen?
• How to exploit the power of listening skills? 
• What callers want and how to show that you understand their requests? 

By the end of this course the delegates will be able to:



• Understand callers’ mentality and adopt effective strategies to become more comfortable in handling any situation 
• Handle emotionally charged conversations on the phone while staying in control 
• Ask ideal questions from callers to maximize information transfer 
• Handle your phone conversations professionally and leave a positive impression on the other person 
• Handle phone calls based on the types of people you are communicating with 
• Provide information clearly and efficiently while increasing retention and checking understanding 
• Control your tone and voice, adopt an ideal attitude and choose words carefully to present a positive image of

yourself and your services 
• Handle challenging scenarios and common situations when interacting on the phone 
• Listen actively to callers and demonstrate that you understand their needs 


