
Excellence in Client Support Series 
 
This four-part Excellence in Client Support Series helps your client support and 
operations teams to develop and hone the skills needed to help and manage the 
issues of your internal and external clients. We spend time developing 
communications skills, representing the institution away from work, and 
effectively managing work time. 
 
We utilize a password-protected, and encrypted Zoom platform that enables us to 
deliver the presentation in a classroom format. Plus we offer the opportunity to 
participate in group exercises and discussions in separate Zoom rooms.  
 

The Program:  

Four 3-hour sessions resulting in an Excellence in Client Support Certificate.  

 

Part 1 – Positive Communications Skills  

Participants are introduced to text and language techniques that create positive 
interactions with employees and clients.  Participants learn positive listening skills 
to enhance and clarify the issues in engaging with the client, as well as establishing 
trust and value. 

Agenda 

• The client-focused attitude 
• Listening for engagement 
• Positively engaging clients to differentiate the financial institution 
• Outstanding peer-to-peer communication 
• Recognizing client cues that indicate the need for additional services 
• Making appropriate referrals to others on the team, in the branch, or other 

areas of the institution. 

 

 

 



Part 2 – Managing Your Time and Schedules   

Participants learn to maximize work time through managing disruptions, 
improving productivity, to improve service to internal and external clients.  We 
cover: 

Agenda 

• Managing the biggest interrupters – other humans 
• Managing organization processes that steal time 
• What should I do first? 
• What should I do when nothing is happening? 
• When should I do which tasks (day of week, time of week, etc.)? 
• Design your personal game plan for managing time and schedule 

 

Part 3 – Understanding and Managing Internal and External Client 
Expectations 

A loyal client base is much more important than a satisfied client base.  Loyal 
clients continue to do business with institutions that keep its promises, made by its 
promise-keepers – the client support staff.  We help you build trust and value-
added relationships by covering: 

Agenda 

• What do internal and external clients really expect? 
• Making clients feel appreciated and valued 
• Being an advisor to the client 
• Creative problem-solving ideas 
• Managing difficult client interactions 
• Listening and recommending solutions to resolve client service issues 

 

 

 

 



Part 4 – Ambassadorship and Growth 

Participants learn the critical skills necessary to make themselves more valuable in 
the community at large.  You will learn how to capture additional business, refer 
additional business, and represent the institution away from work.  You will learn: 
 
Agenda 
 

• How to be an ambassador for your institution 
• Impressive first impressions 
• How to be a trusted advisor or client advocate 
• Recognizing high value clients  
• Building your network 

 
 


