
Understanding your strengths and developmental needs to create the customer 
service atmosphere that is best suited for your organization.

This unique customer service workshop gives frontline employees a clear 
picture of their service strengths, the areas they need to work on, and the 
motivation to acquire all the skills of an all-around excellent service provider.  
During the session, employees rate themselves in seven competency areas 
considered to be critical to the ability to provide top notch customer service.  
This evaluation helps employees to draw accurate conclusions about how 
skilled they presently are in customer service.  The assessment tool quickly 
generates insights that deliver results again and again, as employees seriously 
consider how well they:

During this workshop, participants will create an action plan to turn 
development needs into strengths.  Each participant will develop a Customer 
Service Skills Profile, receive a  workbook and a certificate of customer service 
competency.  

Achieving Service
Excellence
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Demonstrate an open, give-and-take attitude toward other people and   •      •••  
customers
Hear and understand customers and help them successfully convey what 
they think and feel
Use a positive, constructive, and solution-focused approach whenever 
conflict arises
Analyze situations and customer concerns, and suggest actions that can help 
resolve problems
Negotiate to create mutually beneficial outcomes
Build a spirit of trust and sincerity to make the customer feel they identify 
with them and care about their concerns


