Effective Customer Communication

e How well are you really communicating with your customers, and are they hearing
the message you intend?

e Do you know which communication channels are most effective for engaging your
customers today?

e Would you like to master strategies that build trust, strengthen loyalty, and turn
customers into advocates?

Introduction

Effective customer communication is the lifeblood of any successful organisation. It goes
beyond simply exchanging information—it shapes how customers perceive your brand,
influences their buying decisions, and determines whether they return or walk away. Strong
communication ensures that products and services meet customer needs in the short term,
while regular, thoughtful engagement builds trust and loyalty over time. In today’s world of
multiple touchpoints—emails, social media, chat platforms, face-to-face interactions—the
ability to choose the right channel and craft the right message has never been more critical.
This program equips participants with practical tools and strategies to communicate
effectively with customers at every stage of the relationship. By mastering these skills, you
can increase sales, foster repeat business, and turn satisfied customers into powerful
advocates for your organisation.

Program Objectives

This program aims to:
e Identify the key components of effective communication

Learning Outcomes

After completing this program, participants should be able to:
® Apply the do’s and don’ts of the various communication channel
® Determine how to verify that our communication with customers has been effective.

Methodology
Case studies, forum discussion, role-play, presentations, gamification
Who Should Attend?

Marketers, Sales Executives, Marketing Manager, Business Consultant, Entrepreneurs, as
well as anyone who wishes to acquire in-depth knowledge in customer communication

MKT0047 Effective Customer Communication
© Humanology Sdn Bhd



Program Outline

9.00am- 10.30am

Communicating Effectively with Your Customer - What Does it
Entail?

Communication is the process of meaningful interaction among human
beings. The participants would be exposed to effective customer
communication, various methods of communication, such as writing,
nonverbal, verbal, image, visual, and others.

10.30am-11.00am

Morning Break

11.00am-1.00pm

Power of Body Language in Customer Communication

Body language speaks louder than any words you can ever utter.
Whether you’re telling people that you love them, you’re angry with
them or don’t care less about them; your body movements reveal your
thoughts, moods, and attitudes. Both consciously and subconsciously
your body tells others what’s going on with you. This is a great quick
and fun activity that shows how powerful the effect of body language is
in communicating with others.

1.00pm-2.00pm

Lunch

2.00pm-3.30pm

Understand Consumer’s Heart and Soul

In this module, participants would learn how customers select and use
products and services. It is mainly concerned with psychology,
motivations, and behaviour. This module mainly enables participants to
apply the concept of psychology into the delivery message and
communicate with the customers.

3.30pm-4.00pm

Tea Break

4.00pm-5.00pm

9.00am- 10.30am

Gaining Clarity

Clarity of communication is important when attempting to understand
what the customer truly needs. Attaining clarity often involves asking
key questions to gain a better understanding of the customer's situation.
Providing the customer with a clear understanding of what actions you
intend to take the remedy the situation along with a specific time frame
leaves little doubt in her mind of what to expect and eliminates
confusion or misunderstandings.

Reinforcing the Sale

Communication can serve as a valuable reinforcement tool to solidify
the purchase. For example, a salesperson who stays in touch with a
customer in the period immediately following the sale can reinforce the
benefits of his product or service and how they meet the customer's
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needs. They can also quickly address any problems the customer may
have, such as attempting to figure out how to use a new product. In the
process, the salesperson can also lay the foundation for a long-term
relationship leading to repeat sales.

10.30am-11.00am

Morning Break

11.00am-1.00pm

Repeat, Resolve and Review

Having listened to the customer, the representative should repeat the
issue back to the customer for clarity and understanding. This not only
ensures that the right solution is found but also lets the customer know
that the representative cares about helping them. As the representative
finds the solution, he should clearly explain what is going on.

1.00pm-2.00pm

Lunch

2.00pm-3.30pm

Implementing Change

Your customers' requirements are likely to change over time, and the
ability to communicate with them helps you adapt to their changing
needs. If you're a distributor of goods, for instance, an increase in a
customer's business may require a corresponding increase in the
frequency of your deliveries. By maintaining regular communication
with the customer, you are better prepared to provide the needed change
in the delivery schedule quickly and efficiently. In some cases, you may
even be able to anticipate the customer's need for change and make
helpful suggestions.

3.30pm-4.00pm

Tea Break

4.00pm-5.00pm

Staying in Touch

Failure to communicate with customers for extended periods can cause
them to forget about you or make them think you no longer care about
their business. When the time comes where they need your services
again, they may decide to look to your competition instead. Even if a
customer doesn't have a current need for what your business provides,
the simple act of staying in touch with a newsletter, email or even the
occasional in-person visit can reassure them you're still there to assist
them whenever they need you.
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