PROGRAM OVERVIEW

Customer Service & Sales
Accelerate the profit margin with this five star sales and service model.

90 Minute Short Sharp Sessions
We make training easy.

The perfect lunch break

We’re super flexible.

We make learning easy and stick with
a variety of 90 minute short, sharp
sessions.

WYE? programs can be delivered
wherever and whenever you want and
often come as a welcome break from
the usual agenda. The most popular
time slot is 10:30am-12pm!

We run programs at the end of the
day for retail clients, via Skype or as a
webinar for clients with participants in
different geographies, over breakfast
or any other time that works for you.
Watch us expand, contract, customise
the right program to suit your needs and
audience.

Our bite-sized sessions can stand
alone or matched to design the perfect
learning for you and your team and our
Learn It, Apply It, Live It approach is you
blueprint for success.

WYE? Sessions can be run in your
workplace, over breakfast, as a
conference break out or via our
interactive online training platform.

We’re the 90 minute short sharp specialists.
These are highly engaging and focused programs where the emphasis is on learning outcomes that can be applied immediately
on return to the workplace. Our Learn it, Apply it, Live it style of training means you and your team will see immediate results,
personally and professionally.
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Customer Service –
Good vs Excellent

Customer Service
Excellence

We all know customer service is important.
Establish a starting point for customer
service excellence in your organisation

Proven techniques to ensure the highest
level of business acumen from the
moment a customer contacts you

Determine the difference between good
and excellent service

Provides a platform for exceptional
customer service

Understand your customer’s
expectations, need and wants

Develop standards for consistency

Describe the value of your customers
and the opportunities available

Exceptional Service Skills
Customer engagement is critical for the
success of an organisation. Meet needs
and exceed expectations of your internal
and external customers.
How to determine the needs of your
customer
Take personal responsibility to
continuously improve service levels
Describe critical elements of effective
customer communication
Manage the Moments of Truth – when
customers form an impression of you
and your organisation

Understand the power of positive
language
Control the direction of every interaction

Handling Challenging,
Demanding Customers
Some customers are difficult and some
have reason to be upset. Learn how to
handle complaining customers for a winwin.
Describe the top reasons why
customers complain
Develop skills to resolve concerns
issues effectively
Understand how not to take it
personally so that you can take the
interaction to the next level

Building Service
Teams

Customer Service
Leadership Skills

Learn how to work together as a team to
deliver service excellence

Build on your skills to lead and develop
excellent service in your team

Understand how your contribution
impact on the service process

Understand your role as a service
leader

Discuss the value of ownership

Identify and define service standards
for your team

Identify service speed bumps and the
customer service improvements that
you can implement

Discuss the best ways to develop,
empower and reward for team success
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Influencing Skills
Learn how to make that undeniable force
work for you
Learn about the principles of influence
Identify opportunities for influence at
work
Develop a method for influence for
your situation

Negotiation Skills
I Love Negotiating
We all have to negotiate at work every
day- whether we call it negotiation or not,
it is part of every role
Identify your negotiator profile
Understand the principals of negotiation
Recognise the opportunities for
negotiation in your role
Better understand the tips and tactics
for negotiation

Sales Essentials

Sales Success

Practical strategies to improve your sales
communication and success

Build trusting relationships for sales
success

Confirm the fundamentals of sales
communication

Understand the success steps to great
sales

Identify a sales framework that works
for you and your customer

Explore the difference between sales
and ‘education’

Develop strategies for ‘Discovery’

Selling isn’t telling

Manage Buyer
Resistance

Managing Your
Pipeline

Explore why people resist your great
solutions

Discover how the best Sales people
create a quality pipeline that Management
can trust

Why don’t people buy?
Identify key customer objections
Develop skills and strategies to
manage buyer resistance

Understand the principles of creating a
pipeline that delivers customers
Your hidden funnel – generate a lead in
24 hours, guaranteed
Develop a process to get leads from
your existing client base
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Business Networking
and Relationships

Storytelling in Sales
(1 Day Program)

Introduction to cost effective, compelling
and profitable business networking

Learn storytelling skills that will increase
sales, build confidence and trust in your
product and company and utilise current
sales skills and techniques

Learn how to present your company
and yourself in a professional way
Promote yourself or your business
concisely and memorably
Leverage the power of business tools
to maximise your network

Articulate the customers challenges
through the discovery process
Understand the process of building
trust and confidence
Learn the steps to write a great story for
B2B sales
Present your story to the team for
feedback and fine-tuning
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