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Online, self-paced training that is 
focused on giving you the skills needed 

to stand out.

Online learning gives you the flexibility to plan study time around the rest of your day. Our programs 
combine video, hands-on lab exercises and one-on-one facilitation to enable you to learn as your 
schedule allows. 

Our unique commitment to student success includes a personal instructor to assure that your courses 
are completed on time and with full understanding of both the lecture content and the lab exercises.

Course Advisors are available at 302.335.8868 to answer any questions you may have.
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1-course program: $1,400

Good customer support skills are important in many job positions. Customer Service 
representatives need to interpret customer concerns or complaints and provide resolutions, Tech 
Support reps need to identify and troubleshoot issues with clients, and advanced consultants 
and implementation specialists need to work with clients to gather requirements and advise 
them with options for solutions. This Customer Support & Relations Management certificate 
program will cover many of the skills necessary to help solve problems for customers.

In addition to covering “soft skills” such as critical thinking, time management, and general 
understanding of the sales process, during the program students will also spend a significant 
amount of course time learning about and working with Customer Relationship Management 
(CRM) software, to gain practical experience with real customer management software so that 
they will be more confident when they need to use similar software in their future jobs.

The program also includes 40 hours of practical field work, in which the student can observe and 
participate in actual support situations. Students will be given the opportunity to experience 
real world business protocol training at corporations with different CRM systems.

Required Course:

Customer Support & Relations 
Management Certificate Overview

Course Name Duration

Customer Support & Relations Management 102 Hours



Required Course
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Students Will Learn:

Customer Support & 
Relations Management

Duration: 102 hours (including 40 hours of practical field work)

Prerequisites: Basic personal computer skills and basic Internet knowledge.

Course Description: Exceptional customer support can mean different things to different people, but 
at the heart of it, it’s solving for your customer. This course will expose students to many different 
concepts and skills to ensure that students have a well-rounded understanding of customer support 
and other aspects of business, so that effective problem solving and customer service can be provided 
in many types of job environments.

In addition to covering “soft skills” such as critical thinking, time management, and general 
understanding of the sales process, during the course students will also spend a significant amount 
of course time learning about and working with Customer Relationship Management (CRM) software, 
to gain practical experience with real customer management software so that they will be more 
confident when they need to use similar software in their future jobs.  This particular course will 
utilize HubSpot CRM software, and having prior experience with many of the tasks performed in 
class, such as support ticket creation, will be useful no matter what brand of CRM software a student 
will wind up using in their future workplace.

The course also includes 40 hours of practical field work, in which the student can observe and 
participate in actual support situations. Students will be given the opportunity to experience real 
world business protocol training at corporations with different CRM systems.  Students will also learn 
how to analyze and identify problems, and then will be taught how to propose one or more solutions 
in a variety of industries.

 f Understanding Customer Support 
Competencies
 f Framework of a Support Case
 f Initial configuration of CRM software
 fWorking with various modules and 
functionalities of CRM

 f Understanding the Sales process for 
businesses
 f Prospecting with CRM
 f Guiding Customers to Good Outcomes
 f Foundations of Critical Thinking
 f Strategic Decision Making


