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Nowadays, it is no longer enough for an organization to just possess the most advanced technology in
the industry. Todays companies also needs to deliver excellent customer service experience to its
clients. Customers usually remember and cherish the positive interactions that they have with the
organization irrespective of how good or great the product, service or staff is. However, this can only be
achieved if the staff attend to the customers’ needs and desire with the required passion and deliver
the excellent service from the their hearts.

In order to achieve this, the organization would need to focus its concerted efforts to enhance and
sustain its service culture through continuous service transformation activities. The journey towards
service transformation is demanding and requires continuous effort. Only then, the service culture
excellence can be permanently embedded in the people and the organization. The purpose of this
program is to further boost an employee’s passion towards service excellence so that the employee can
deliver outstanding service from the heart.

A. MANAGERS B. SUPPORT GROUP

Service is not isolated to a single position. Every touchpoint with a client is an
opportunity to provide service, and so this program is designed to for every
member in the organization.

At the end of the session, participants will be able to achieve the following objectives (as per module):

e Uncover staff's strengths and weaknesses.
e Improve/enhance staff performance by utilizing the right tools
e Develop your staff more effectively
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Customer Service Programs Customer Service Programs

The 'Special Heartfelt

e Service Outcomes
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Service Dimension
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5) Show Empathy
6) Strive to Resolve Problems
7) Go the Extra Mile
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-Sell
Soul Cross-Se

roducts

A combination of the following documents and folders will be given to program participants to
engage them in their learning. Using these documents helps participants retain knowledge
and apply the techniques learnt.

1. PROGRAM FOLDER & NOTES
* Notes on tools & techniques
e Guide to tools & techniques
2. CERTIFICATE
* Program certificate
3. PROGRAM JOURNAL

* Record personal notes on the individual
journey of change and progress

4. TOOLCARD

* Handy card on techniques & tools
e Brief outline for easy recall

5. TOOLBOX

e Handy booklet on notes
e Asimple guide to the tools & techniques
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