
 

 

 

 

 

 

 

 

Accelerate profit with our five star fundamentals in sales and service. 

 

  

Customer Service Excellence 

Workshop 
 

Build Brilliance 



 

 

 

Win and keep customers, maximise profit. 

There are many fundamentals in sales but none more critical than building 
relationships. A company's reputation and bottom line relies heavily on customer 
service. You might have the greatest product or offering in the world but if your 
customer doesn’t trust you to deliver on their expectations they will shop around.  

So how do you build trust with someone you’ve just met? How to do you build rapport 

in a moment? The answers to this and many other powerful yet practical strategies is 

what our Customer Service Excellence (CSE) Workshop is all about. 

Our expert facilitators will train you and your team on how to truly connect with your 

customers in a moment and how to build on that to bring about customer satisfaction 

and brand loyalty. And because customers are people we will give you tools to 

empower you in all kinds of customer situations from the indecisive to the difficult.   

Along with being guided by our training framework for Customer Service Excellence 

your facilitator will draw from your unique experience, expertise, and techniques to 

harness your team’s edge in every service situation. 

  

 



 

 

Customer Service Excellence Agenda 

 

 What does excellent service look like? 

 Achieving excellent outcomes (Knowledge, Skills, Attitude) 

 Communication matrix (what you know and what you don’t)  

 Influence through positive phrasing 

 Phone techniques from the masters 

 Asking the right questions  

 Active Listening 

 The Impact of empathy 

 Dealing with challenging customers  

o Self control 

o Depersonalisation  

 Taking Ownership – (accountability) 

 Stop, start, continue – action planning 

 

THE FORMAT 

Every WYE Workshop is individually designed to meet an organisation’s specific needs. 

Using our agenda like a framework for the sessions, we then draw on your team’s 

intelligence to focus on areas most relevant to them. 

We engage participants using their own experiences and reflections, plus small and 

large group activities. We work collaboratively with Managers to ensure maximum 

benefit. 

We can also offer Team Manager Support post workshop to assist with the 

implementation of the actions agreed on the day. 

 

 

 

 

 

 

 



 

 

 

THE OUTCOMES 

The Customer Service Excellence Workshop Service Skills workshop has been designed 

so that each key area builds from the previous one.  The structure of the workshop 

engages participants by using their own experiences and reflections, self-assessment, 

small group and large group activities.  

What’s Your Edge? also provides additional learning and motivational support via our 

Facebook page, LinkedIn and our popular Make it Stick support. 

 

At the conclusion of a full day workshop participants will: 

 Know difference between good and excellent customer service 

 Be champions for positive attitude  

 All stars in their ability to use positive language 

 Have identified ways to improve communication in their workplace 

 Engage in empathetic listening 

 Accurately identify customer needs by effectively questioning 

 Know techniques for dealing with angry or upset customers 

 Define what it means to take ownership 

 Have a personal plan of action for implementing their new skills back at work. 

 

KEY TAKEAWAYS  

One of most highly valued results of the workshop is an increased confidence and skills 

in dealing with customers in a fun, professional way.  

Participants also walk away with tools and resources to help identify where their 

strengths currently lie and the areas could use ongoing development. 

 

 

  



 

 

 

Your Choice of Packages 

 

  
TeamQ™:  

Platinum+ 

Full day facilitated 

workshop 

All activities included 

Pre–workshop team 

survey & analysis 

Post workshop 

surveys x 2 

Post Workshop Team 

Manager support 

session 

TeamQ™:  

Platinum 

Full day facilitated 

workshop 

 

1 x Team Building 

Activity and Team 

Collaboration Skills 

Session 

 

Post workshop survey 

x 1 

 

 

 

 

 

TeamQ™:  

Gold 

Half day facilitated 

workshop 

 

1 x Team Building 

Activity and Team 

Collaboration Skills 

Session 

 

Post workshop survey 

x 1 

TeamQ™:  

Silver 

90 min facilitated 

workshop 

 

1 x Team Building 

Activity OR Team 

Collaboration Skills 

Session 

 

Post workshop survey 

x 1 

 

 



 

 

 
 

What’s Your Edge? Sessions are designed for maximum impact and ongoing 

success. We partner teams with outstanding specialist facilitators and coaches to deliver 

long lasting results. 

Our Learn It, Apply It, Live It, approach to training is our tried and true blueprint for 

making learning stick.  

We know nothing works better than when an insight or strategy can be applied 

immediately. That is why every WYE? session is designed around individuals being able 

to make, and immediately see, positive change. 

 

We are committed to helping your team 

find their edge.  

Book your bespoke solution today. 

 

 

 

 


