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	Exceptional Customer Service



	Background
One of our biggest challenges in our organisations is the consistent service to our customers.  As we grow our organisations the personal touch and the exceptional service is difficult to deliver consistently.  However it is something that we must strive to keep at the forefront of all our staff’s mind.  In order to be successful organisations we must have exceptional customer service.  This begins at home!!!

	Workshop Description
The workshop will share a series of practical tools and techniques to assist you to understand and then develop your own Exceptional Customer Service Ethic that you can use to drive the standards and consistency you require in your organisation.  Time will be spent understanding what it is and how we can make it simple for everyone to use.  The practical tools and exercises will assist the delegate to take back an Action Plan that will drive Exceptional Customer Service forward.


	Module 1:
	Customer Service  – the challenge?
	· What do your customers/want need?

· Define the challenge

· The Vital Success Factor
	


	Module 2:
	Understanding the Principles of Exceptional Customer Service
	· Exceptional Customer Service and what it means for you
· Define the components and principles
· Customer Service vs Satisfaction


	Module 3:
	Your Exceptional Customer Service Ethic
	· A model for the ethic

· Your Exceptional Customer Service Ethic
· Practical steps towards achieving the ethic 

· Monitoring and Measurement


	Module 4:
	Practical Application and Review
	· The tools

· Hints and tips

· Success Criteria

· Your experiences


Participants 
Individuals who have responsibility for Customer Service in the organisation and who are looking for innovative and creative ways of ensuring that it is “exceptional”.

®










June 2006

