Quality customer service is the competitive adwgatand the mark of excellence
for any company. It is getting more difficult toceessfully compete on the basis of
price and quality of products and services aloBestomers are demanding better
service, but unfortunately, poor service is gt horm in most companies.

This _ day workshop is for companies wanting taiere& competitive advantage by
training their managers and employees in the latestomer service skills and
strategies. Those completing the workshop willettgy the expertise to improve
customer relations, create value and build custdogalty.

If you are serious about making service qualityiariy in your organization, this
program is a must.

After this workshop participants will:

- Understand why service and retention is a criticsiness development strategy
in your company.

» Understand the role service plays in customerfaetiion and retention and the
critical role employees play in creating value bnilding loyalty

- Determine what customers want and expect whenniiesao the service they
receive

- ldentify pro-active strategies for getting custoriesxdback

- Recover from potentially disastrous situations amedain the customer's
confidence and business

» Understand the significance and importance ofraleservice partnerships

« Develop an Action Plan for implementation after pnegram

Topics include:

- The difference between service and services
- Retention and Service

- Why Retention

- What your Customers are Worth

- Moments of Truth%and Coffee Stains

- Be Unique

- Creating Stories

- Power of Customer Perception

- What Customers Want Based on Research

- Understanding Customer Expectations

- Recovery and Retention

- Personal Recovery and Retention Strategies
- Service Partnerships-Internal Cooperation

- Help or Hindrance

- What is Your Contribution?

- It Takes Teamwork

This training workshop will challenge how your eoy#es see themselves, your
customers, and the way you do business. The oetobithis program will be new

ideas, new ways of thinking and a positive attitabdeut dealing with customers on
a day to day basis. The course includes an eféelatilance of discussion, individual



