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Enhancing Customer Service Staff’ Skills in Dealing with Individuals with
Disabilities: A Proposed Training Program

Dr. Najwa Aboud Saleh Basanbel
Abstract:

This study evaluates the effectiveness of a training program designed to
equip customer service employees at King Abdulaziz University with essential
skills for interacting with patrons with disabilities. Employing a mixed-
methods approach (descriptive-analytical and quasi-experimental), the
research recruited (60) female employees from various university colleges. A
pre-test was administered before the training program, followed by a post-test
upon completion during the academic year 2021-2024. Parallel mixed
analysis revealed a statistically significant (p < 0.01) improvement in
employees’ skills after the training. Notably, average post-test scores were
consistently higher than pre-test scores, demonstrating the program’s positive
impact on developing their competency in serving customers with disabilities.
Based on these findings, the study recommends incorporating intensive
training programs within the recruitment process to equip customer service
staff with the necessary skills to engage with diverse client populations
effectively and efficiently.

Keywords: training program, customer service skills, individuals with

disabilities.
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