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PROVIDING CUSTOMER SERVICE EXCELLENCE 
 

WORKSHOP OBJECTIVES  COURSE OUTLINE  ADMINISTRATIVE DETAILS 

 To learn customer service excellence 
practices 

 To learn to listen to the voices of the 
customers 

 To learn how to manage challenging 
situations with the clients 

Module One: Corporate Services 
 Corporate culture 
 Service obstacles 
 Develop an action plan for customers 

excellence 
 Influencing your team members 
 Case study 

 
Module Two: Fundamentals of Exceptional 
Customer Service 

 Defining excellence customer service 
 Setting service standards 
 An action plan for personal service 
 Case study 

 
Module Three: The voice of customer 

 Great (Customer) Expectations 
 5 dimensions of customer expectations 
 The customers connection: Customer 

input 
 Customer compatibility: Matching 

service with needs 
 Case study 

 
Module Four: Customers, Conflict & 
Confrontation 

 How to manage a confrontation 
customer 

 Communication essentials for 
managing with customers 

 Face to face with customer conflicts 
 Handling customer conflicts over the 

phone 
 Case study 

 
Module Five: Overcoming Challenging 
Service Situations 

 Recognize “Red Alert” 
 Admitting Mistakes 
 Defusing customer anger 
 Guided problem-solving 
 Case study 

 
 

Date: 5th – 6th January 2010 
Venue: Acme, Kuching 
Time: 9.00am – 5.00pm 
 
Investment Fee: 
RM 900/- per participant 
 
Registration and Payment 
Reservation may be made by 
telephone or fax but confirmation will 
take effect upon received of 
registration form and payment to 
Acme Strategic Consultants Sdn 
Bhd, P.O.Box A869, 93810, Kuching. 
All cheques should be crossed and 
made payable to “Acme Strategic 
Consultants Sdn Bhd” with the 
course title indicated clearly at the 
back of the cheque. 
 
Refund 
Registration cancelled 7 days prior to 
the event is subjected to RM100 
service charge. There will be no 
refund for notice received less than 7 
days prior to the event. A substitute 
may be made at any time at no extra 
cost. 
 
Postponement  
Acme reserves the right to change 
the dates, times, venue of the 
training scheduled due to 
circumstances beyond its control. 
 
Visit the website: www.jlasc.com 

WORKSHOP LEADER 

John Lau is an entrepreneur, business 
management consultant and international 
seminar speaker. He is the founder and Chief 
Executive of Acme Strategic Consultants Sdn 
Bhd. 
 
He has over 33 years of working experience 
including working with a German MNC for 12 
years. John has worked in Indonesia, 
Singapore, China, Taiwan, Vietnam and 
Germany. He has helped organizations to 
turnaround with increased market shares and 
better profits. 
 
Throughout his career he has empowered 
thousands of organization and individuals to 
redesign their strategies by way of his unique 
and inspired work. 
 
John has published 100 articles on 
management and technological issues in 
regional magazines and periodicals. 

METHODOLOGY 

Short lectures, case studies, group discussion 
& presentation, role plays and games 
 

WHO SHOULD ATTEND? 

Front office, manufacturing and service sector 
executives and managers, team leaders and 
support staff 
 

    

R
eg

is
tr

at
io

n
 F

o
rm

s 

PROVIDING CUSTOMER SERVICE EXCELLENCE 
Full Name of Participants Designation 
(1) 

(2) 

(3)  

(4) 

Company Name:  

Contact Person:  Tel:  Fax:  Email:  

Address:  

Payment: Total RM:  Cheque No.:  Issuance Bank:  

Claiming from HRDF under SBL Scheme: YES  (        )     NO  (        ) 
A. Industry Classification  B. Job Type   C. Qualification (Mark the highest qualification) 
□ Industrial 
□ Consumer 
□ Trading/Services 
□ Banking/Finance 

 □ General Management 
□ Personnel/Human Resource 
□ Accounting/Finance 
□ Others 

 □ SPM / „O‟ Level 
□ STPM / „A‟ Level / Pre-U 
□ Professional Qualification 
□ Diploma 

□ Bachelor 
□ Master Degree 
□ Doctorate Degree 
□ Others 

 

SBL Claimable 


