
 

QUALITY SERVICE SKILLS – CORE 

 
 

 
In a recent AchieveGlobal study, 80 percent of the customers surveyed 
claimed they would stop doing business with a company if they were 
unhappy with its service. Nearly 70 percent said they’d spread the word 
about their dissatisfaction. These findings support what many organizations 
have already discovered: Superior customer service is more than just nice 
to have. It’s a competitive necessity. 
 
 During the system’s Core program, your service providers will master 
eight communication skills they can use to handle customer concerns and 
queries. Just as important, they’ll develop an action plan that will guide 
them in continually improving their performance and, ultimately, the 
quality of their customer relationships. 
 
With Quality Service Skills, your organization won’t just differentiate itself 
from your competitors, it will move strides ahead. 
 
The Quality Service Skills Core Seminar is based on the following ideas: 

 

 Whatever business an organization is in, it’s in the business of 
creating and keeping customers. 

 Organizations create and keep customers by ensuring that 
customers have positive experiences buying, using, and resolving 
problems with their products and services.  

 Key among the experiences that influence customers’ decisions to 
do business with an organization are those they have with the 
organization’s service providers 

 The ability of service providers to please customers is a function of 
their attitude and skill, as well as what goes on within the 
organization to support or restrict their effectiveness.  

 

The QSS Core seminar focuses on the skills service providers need to 
please customers. It also emphasizes the importance of attitude and 
provides opportunities to consider how the service skills can be used within 
the organization to improve service quality.  

 

 

 

 

 



 

 

 
 Service providers examine the three dimensions of a service 

interaction—the task dimension, the human dimension, and the 
hidden dimension—that strongly influence customer perceptions of 
their organization. In addition, they learn to:  

 Project and maintain an attitude of service  
 Develop systematic ways to surpass customers’ expectations and 

prevent future dissatisfaction 
 Generate creative solutions to problems that can’t be resolved with 

the customary action steps 
 Empathize with the customer’s situation and defuse emotional 

encounters 
 Show customers that your organization appreciates and values their 

business 
 Communicate to others inside the organization what they need to 

better serve customers 
 Offer information or ideas that will help others in your organization 

provide better customer service 
 Establish personal goals for service excellence 

 
 
 Program Specification 

 
Audience:-    Service Providers 
Class Size:-  12 to 15 participants 
Length:-  2 days 
 
 
 
 
 
 
 

 
 

About 

AchieveGlobal 

 

AchieveGlobal 
helps organizations 
translate business 
strategies into 
results by improving 
the performance of 
their people. Clients 
worldwide rely on 
AchieveGlobal’s 
proven expertise in 
leadership 
development, 
customer service, 
and sales 
effectiveness. 
Implementing 
research-based 
learning solutions, 
AchieveGlobal 
empowers clients to 
successfully 
develop leaders 
and acquire, grow, 
and retain profitable 
customer 
relationships. 
 
With 75 offices in 
42 countries—and 
programs and 
services in more 
than 40 languages 
and dialects—we 
can work with our 
customers virtually 
anywhere in the 
world. We welcome 
the opportunity to 
work with you too. 
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