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Course: Customer Relationship Management – Service 
 
The Customer Relationship Management – Service course is designed to teach CSR Managers and 
staff the keys to providing the best customer service possible. Customer retention is key as the 
cost of retaining a customer is 1/7 the cost of selling to a new one. When issues arise they need 
to be tackled head-on in a timely manner. Customers expect to be known to the company’s they 
are purchasing from. At Vox ISM we teach our skills training attendees the best practices for 
servicing the customer’s needs, maintaining a strong database, allocating resources, and activity 
management. Each week users will learn a new and improved business process from one of Vox 
ISM’s experienced trainers. After the conclusion of each week’s first session homework will be 
assigned to the staff to complete in time for review at the second session of the week. During the 
second sessions users will be evaluated on their ability to execute the processes learned that week. 

Goal: Learn how to improve customer service, customer satisfaction, and expedite the ticket open 
to close process. Development of and/or improvement in employee skills in servicing the 
customer's needs, maintaining a strong database, allocating resources and activity management. 
Customer retention is key as the cost of retaining a customer is 1/7 the cost of selling to a new 
one. Attendees will learn how to improve customer service, customer satisfaction, and expedite 
the ticket open to close process. 

Subjects: Phase I - remote and onsite delivery of training 

1. Customer Relationship Management 101 
2. Data management and Time Management 

Subjects: Phase II - remote and onsite delivery of training 

3. Improving the customer service process 
4. Daily practices that drive success 
5. Reporting and Analytics 

**Phases I and II can be combined and customized 

Sessions: 10+ 

Frequency: Twice a week recommended 

Hours: 20+ 

Instructors: Jacob Steinfeld, Ed Michitsch, Das Karia 

Course Capacity: 1-12 attendees recommended 

Cost: $225-275/hr. Prices are subject to change. Contact a Vox ISM representative for more 
information. 
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