
Overview
Building trust is one of the most important foundations of excellent customer experience. For customer
service teams, helpdesk professionals, technical support specialists, and customer-facing employees,
creating trusted relationships directly impacts customer satisfaction, loyalty, and long-term business
success.

Building Trusted Connections training is a comprehensive customer experience and relationship
management program designed to help professionals strengthen trust-based customer interactions.

The program helps participants:

Build stronger customer relationships
Improve long-term customer loyalty
Develop a customer-first mindset
Conduct more effective customer conversations
Strengthen Trusted Advisor capabilities

The training combines modern CX principles with trust-focused communication techniques.

The Building Trusted Connections Approach

The BTC framework focuses on creating trust, insight, and influence during every customer interaction.

The methodology is based on three core principles:

Insight
Influence
Trust

This approach helps customer-facing professionals move beyond transactional communication and build
meaningful long-term customer relationships.

The program is based on more than 20 years of customer experience research and field application.

Building Trusted Connections training helps organizations strengthen customer trust, improve customer
loyalty, and deliver more meaningful customer experiences.

With this training, companies can:

Increase customer satisfaction
Build stronger customer relationships
Improve customer loyalty
Enhance CX performance
Create long-term customer value

In customer-focused industries, strong trust-building communication skills create a major competitive
advantage and support long-term business growth.
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Who Should Attend
This program is ideal for:

Customer service teams
Helpdesk professionals
Customer Success specialists
Technical support teams
Call center employees
Customer-facing professionals

It is suitable for both B2B and B2C customer interaction environments.

What You Will Learn
Building Trusted Connections training helps organizations strengthen customer relationships and
improve CX performance.

Key Benefits

Higher NPS scores
Improved CSAT performance
Increased customer loyalty
Stronger customer relationships
Reduced customer effort
More positive customer experiences

Participants also improve communication confidence and trust-building capabilities.

Core Topics Included

Customer-first mindset
The Trust Equation
Trusted Advisor approach
Structured questioning techniques
Rapport building
Active listening skills
Insight, Influence & Trust model
Customer loyalty development
CX-focused relationship management
Trust-based communication techniques

Outline
1. Developing a Customer-First Mindset

Strong customer relationships begin with customer-centric thinking.
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This section includes:

Customer-first mindset
Understanding customer expectations
Empathy development
Customer experience awareness

2. The Trust Equation and Building Trust

Trust is one of the most critical drivers of customer loyalty.

Participants improve their ability to:

Understand the Trust Equation
Build credibility and reliability
Strengthen customer confidence
Improve trust-building communication

3. Becoming a Trusted Advisor

Modern customer-facing professionals must move beyond transactional support roles.

This module focuses on:

Trusted Advisor principles
Long-term relationship development
Trust-centered communication
Strategic customer engagement

4. Asking the Right Questions

Strong customer relationships are built through meaningful conversations.

Topics include:

Structured questioning techniques
Customer needs analysis
Rapport building
Active listening skills

5. Using Insight, Influence, and Trust

The program helps participants apply the 3D approach during every interaction.

Participants learn how to:

Deliver valuable insights
Influence customer conversations positively
Build trust consistently
Differentiate the customer experience

6. Creating a Trust-Based Customer Experience
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Trust-driven customer experiences help improve loyalty and retention.

This section covers:

Building customer loyalty
Creating positive customer experiences
Strengthening customer engagement
CX-focused relationship management
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