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Release the inspiration to deliver
exceptional customer service

Glasgow

Thursdays 15 & 22 June 2006
Cardiff

Thursdays 29 June & 6 July 2006
London

Thursdays 13 & 20 July 2006

This two-day activity based course is
both informative and fun

Successful delegates will receive:

* an ICS Customer Service
Foundation Certificate

« one year's free ICS Foundation
Membership

email this application to:
courses@tattersalltraining.com
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Aims and objectives
To provide people in front-line customer service roles with a foundation in the knowledge,
understanding and skills on their journey to becoming a Customer Service Professional.

To help delegates think about the customer service they provide, and learn how to apply best
practice so that they support their organisation in developing and maintaining long-lasting
customer relationships.

Benefits to you and your organisation

* Inspiration to deliver exceptional customer service
» Satisfied customers leading to improved reputation
* Foundation for further professional development

Features of the course

* Interactive and activity-based training

 Includes latest industry research on customer service

¢ One year’s free ICS Foundation Membership for successful delegates

Benefits of ICS Foundation Membership

* Membership certificate and badge

¢ Annual calendar with handy tips about customer service

* customerfirst - the ICS Membership magazine and more...

The Six Course Modules

1 Basic concepts of customer service

2 Developing relationships with your customers
3 Communicating effectively

4 Delivering service excellence through teamwork
5 Responding to customers

6 The you factor

The Programme

* Day one begins at 9am and finishes at 6pm

* Work based assignment between the course days

* Day two held one week later begins at 9am and finishes at 6pm
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Customer feedback from other training programmes
Brighton and Hove City Council
“Excellent, most enjoyable.” Jayne Fox Customer Services and Business Support Manager

Hounslow Homes Ltd
“All of it was very effective. Very good course.” Sumati Bhoobun Community Support Warden

Pret A Manger
“Excellent, it more than met my expectations.” Matt Simmons Management Development Adviser

Stannah Lifts Ltd
“Excellent. Has been a superb way of demonstrating the processes in action on relevant
company issues.” Richard Baugh Product Development Manager

City of Westminster
“Excellent. Very stimulating and fun.” Dawn Walker Principal Commissioning Officer

London Borough of Tower Hamlets
“Thoroughly enjoyed the course. Fun and relaxed. Excellent.” zabaida Alvi Customer Contact Centre

We will donate a total of 10% of our fees to these organisations:

Half The Sky Foundation - www.halfthesky.org

Half the Sky was created by adoptive parents of orphaned Chinese children. Our purpose is to enrich
the lives and enhance the prospects for the babies and children in China who still wait to be adopted,
and for those who will spend their childhoods in orphanages.

One World Orphanage Trust - 01892 784870
The Trust has been set up by families who have adopted children from orphanages in China. It is
working to improve the quality of life of those children who remain there.

Children of China Foundation - www.justgiving.com/vaughanthomas
The Children of China Foundation provides help to orphanages in China to improve the physical and
emotional care and welfare of China's abandoned children.
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Application Form

Delegate details

	Name:
	     

	Position:
	     

	Organisation:
	     

	Address:
	     

	Telephone:
	     

	Email address:
	     


Invoice details
	Name: 
	     

	Position:
	     

	Organisation:
	     

	Address:
	     

	Telephone:
	     

	Email address:
	     


I would like to attend:

 FORMCHECKBOX 
 Glasgow Thursdays 15 & 22 June 2006

 FORMCHECKBOX 
 Cardiff Thursdays 29 June & 6 July 2006

 FORMCHECKBOX 
 London Thursdays 13 & 20 July 2006

Delegate rate £695 plus vat

Reduced rate available to public and voluntary sector organisations

On receipt of payment delegates will be sent full joining instructions and a Participant’s Guide

Please attach this form to an email and send it to courses@tattersalltraining.com

Tattersall Training is an Institute of Customer Service Business Partner







