
Overview	 Participants will leave with step by step how-tos of how to deliver customer service 
excellence through any channel. Even more importantly they will be provided proven 
strategies to combat and overcome the common barriers that prevent customer service 
professionals from doing what they know needs to be done to deliver excellence. Its 
called building the personal capacity to use more of what we know.


Agenda	 Defining Customer Service Excellence:  Nail the Basics!

	 You’ll explore what Customer Service Excellence looks & sounds like and nail down the basic 

tools/strategies to deliver it whether you are face to face, on the phone  or dealing with your 
customer via email or chat.  You’ll critique real life situations to come up with common sense 
tools to be successful in  your role


Building Personal Capacity to Deliver Customer Service Excellence 
	 This part of the day will explore proven strategies to overcome the barriers that prevent 

professionals from delivering the level of service they otherwise know how to and may wish to 
deliver. This section is about the personal responsibility to make healthy choices that 
empower us to build awesome relationships with the people we meet every day.  Why take an 
interest?  You know that when your customers are having fun, your day just got a whole lot 
better as well!


	 Application. Application. Application. 
	 All the knowledge in the world doesn’t matter if we don’t use it.  We’ll end the day completing 

“Opportunity Sheets” that will have you identify two specific areas/situations for improvement 
and then commit to specific actions in those situations that will take you to the next level of 
customer service and have you even happier in your role.


Benefits	 Leave empowered to create raving fans in your environment.  Feel more comfortable 
turning angry customers into satisfied customers. Know how to handle objections from 
clients. Be able to work better as a team in your environment to deliver first class 
service.  Understand how to demonstrate empathy.  Effectively know how to shorten the 
call cycle of talkative customers.  
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Questions?	 Feel free to contact David with any specific questions you may have regarding this course or 
others.  david@authorenticity.com  


Here’s an example of what previous students have had to say:
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