
 

 

Customer Service Excellence 
 

“Customer service is an opportunity to exceed your customer's expectations” 

Overview 
 "Service excellence occurs when there is a concerted effort and sincere desire to consistently do the 
right thing in anticipating, meeting and often exceeding customer expectations. Achieving service 
excellence requires attention to detail, quality and timeliness with a commitment to active listening, 
respect, empathy, professionalism, pride and ownership in every aspect of managing the customers' 
experience."  
This interactive 1-day workshop aims to enable delegates to appreciate fully the impact of service 
excellence in creating loyal customers and methods that can be used for achieving this. 
 
What will I learn? 
By the end of this workshop participants will have: 

 Established ‘Who are my Customers?’ 
 Considered what makes excellent and poor customer service using personal examples 
 Discussed recognised Customer Service Behaviours and actively choosing the right 

behaviour. 
 Established what it means to build rapport with your customers 
 Demonstrated how to portray to your customer a positive image of your Company by: 

 Defining the language we use 
 Matching and pacing your customers’ language and concerns 

 Developed your own questioning & listening skills 
 Reviewed how to obtain from customers a clear understanding of their expectations and 

reassurance that their needs will be satisfied. 
 Examined an established model for dealing with angry customers. 
 Produced a personal action plan 

 
What will the training cover? 

 Customer service behaviours 
 Structuring a customer conversation 
 Questioning & listening skills 
 Defining the use of language 
 Behaving assertively 

 
Is this right for me? 
This course is suitable for people within organisations whose business is dependent on excellent 
service and for those people who provide front line service both face to face and/or over the 
telephone. 
 
Duration: 1 day 
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