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EXCELLENCE IN CUSTOMER SERVICE FOR MANAGERS  

SESSION CONTENT (4 Hours) 
 

Excellence in customer service and positive customer relationships are crucial to survival in today’s 
competitive marketplace. The quality of customer care may sometimes be the only difference 
between you and your competitors.  
 
Managers need to ensure that frontline staff, including virtual contact staff, are providing excellent 
customer care, and building a reputation that keeps customers returning and recommending you to 
others. In addition, Managers need to know how to coach and support staff in their customer 
interactions, building their confidence and competency in handling complaints and challenging 
behaviour. This Skills Workshop provides the guidance necessary to achieve that.  
 
The workshop will be customised to include your organisation’s values, policies and practices. It is 
participative, with activities and case studies to demonstrate the key learning points whilst 
providing practical ideas and techniques that can be applied in the workplace immediately.  

 
SESSION CONTENT: 

• Developing a customer centred culture 

• Mapping the customer journey to spot gaps in service 

• Your organisation’s values and policies 

• Key communication skills and your communication style 

• Emotional Intelligence 

• Complaints, the who, what and why 

• Supporting and coaching frontline staff  

• Setting SMART objectives and creating an Action Plan 
            
SESSION SUITABLE FOR: 
This interactive session will benefit small business owners, managers, team leaders and supervisors in 
all sectors.  

 
LEARNING OBJECTIVES: 
At the end of this session participants will be able to: 

• Explain the importance of customer care for the company and staff. 

• Recognise customer drivers and act accordingly 

• Recognise their own communication style and adjustments when dealing with others. 

• Spot gaps in service and fill them. 

• Support and coach frontline staff in assisting customers, handling complaints, awareness of 
behavioural influences, and unconscious bias. 

• Clearly express company values and policies ensuring they are adopted by all staff 

• Set SMART objectives and create an action plan. 
 
To obtain a cost quote to deliver this workshop or discuss your needs call on 01624 619619 or email 
us contact@SmartHR.co.im 
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