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Managing Service In Your Business

Customers like dealing with people who are 
happy, take pride in themselves and their 
work, whilst portraying a can-do attitude.

HOW TO INSPIRE SUCCESS FROM THE TOP DOWN.

Equip your team leaders with the tools and techniques that will develop a 
customer service culture, promote staff loyalty, delight your customers and create 
an enviable reputation.

COURSE OVERVIEW

Leadership and attitude drive the customer service focus of every business. The only 
difference between competing businesses is the quality of the customer service 
each provides. Consistency of delivery is vital to every service organisation. It is the 
responsibility of those who lead customer service teams to coach, guide, develop 
and monitor their teams to ensure that consistency of quality service is achieved. 
Participants in this workshop will be given tools and processes that will allow them 
to effectively and successfully manage and lead a team in a service environment.

KEY SUBJECT AREAS

 • Develop a customer service philosophy and culture within the organisation.

 • Learn techniques to identify and write workable customer service standards.

 • Identify four components on which to evaluate staff performance.

 • Learn how and when to use the skills of counselling versus coaching.

 • Learn techniques for providing positive and constructive feedback.

 • Learn techniques for building your team and a customer focused culture.

 • Learn the importance of promoting empowerment.

LEARNING OUTCOMES

This workshop will enable the participant to:

 • Understand the role of the manager/supervisor.

 • Understand the concept of 360 feedback, how it relates to Services/ 
Management Practices.

 • Be able to write performance service standards, how to communicate these to 
staff and be able to undertake a performance review.

 • Know how to initiate performance improvement strategies.

 • Have learnt a number of management techniques to develop and motivate 
their team.

The Managing Service In Your 
Business Workshop:

Duration: 2 Days (non-consecutive)

Unique features
The Managing Service In Your Business 
Workshop is designed in New Zealand for local 
and current market trends.

 • Professional facilitators use the most up to 
date accelerated learning techniques.

 • An interactive, relaxed atmosphere with 
real world examples.

 • Modern presentation methods using audio 
and visual presentations.

Who should attend?
The manager, owner or supervisor who has the 
responsibility for the day-to-day management 
of service staff employed in a business that has 
a high degree of customer service focus.  
NOTE: Participants should have four or more 
staff reporting to them. 

Includes...
 • Resource material & workbook.

 • An internationally recognised  
customer service certificate.

 • Skill reminder card.

THE SECRET OF SUCCESS IS CONSISTENCY.


