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SYNOPSIS 

 

 

 

This program aims to help participants manage customer service excellence with 

warmth and care by developing quality systems, managing difficult customer 

situations and coaching customer service providers. 

 

 

 

OBJECTIVES OF PROGRAM 

 

 

 

� Identify behaviors that exemplify excellent customer service. 

� Improve communication skills to manage difficult customer situations. 

� Learn to deal with customers in appropriate ways. 

� Create conducive environment and systems to support excellent customer 

service. 

� Develop a team mindset to problem-solving. 

� Coach staff in providing excellent customer service. 

 

 

 

METHODOLOGY 

 

 

 

The workshop combines lectures, role-plays, group discussions, videos, case 

studies and group projects. A major part of the workshop is very interactive to 

create greater self-awareness plus learning experience from peer group 

members. 
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DAY 1 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

DAY 2 
 

SESSION 2 

Creating the 
“WOW!” 

Experience  
 

SESSION 3 

Outflying 
Customer’s  

Expectations 

SESSION 4 

Appreciating 
Customer 
Disputes 

SESSION 1 

Understanding 

Customers in 

the 21
st
 

Century 

  

SESSION 5 

Managing Strong 

Emotions: 

Listening & 

Focusing 

SESSION 6 

Transforming 
Difficult 

Customers 
 

SESSION 7 

Coaching 
Customer 
Service 

SESSION 8 

“Do it Right!” 

    


