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Modern Customer Service Training 
for a Changing World.

In today's highly competitive business
landscape, delivering exceptional
customer experiences (CX) is no
longer a choice but a necessity.
Satisfied customers are more likely to
return and to recommend your
products or services to others.
Equally, dissatisfied customers can
quickly spread negative feedback,
damaging your brand and revenue.

We are passionate about CX and
helping others to become their best.
Because of this, we created The
Customer Service Excellence Course,
a comprehensive training program
that equips your team with the
knowledge, skills, and attitudes to
provide an outstanding level of
customer service every single day.

Welcome to The 
Customer Service Excellence Course



Key Stats
Poor customer service costs businesses in the
United States $75 billion annually in lost revenue
(NewVoiceMedia)
52% of customers have switched to a competitor
due to poor customer service (Accenture)
Companies who focus on Customer Experience
(CX) outperform their competitors by 80%
(Forrester)

Who is the course
for?  

Retail
Healthcare
Hospitality
Financial Services
Supermarkets
Professional Services
NHS Organisations 
Non-Profit Organisations

Our course is suitable for corporate
organisations across various sectors,
including the following: 



During the course, your team will learn:
The importance of their individual responsibility in relation to delivering a
high level of customer service
The 7 Pillars of Customer Service Excellence and how to implement them
Practical skills to improve their verbal, written and face to face
communication with customers
Essential complaint handling techniques 
Relevant skills to deliver great customer experiences in a changing world 
An understanding of the importance of wellness at work including a set of
tools to implement best practices 
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Learning Outcomes 



Module Overview  

Why Customer Service?
The Importance of Excellent Customer Service 
Individual Responsibility

Brainstorming Session 
The 7 Pillars & Implementation  

Fantastic Face to Face Comms
Telephone Excellence 
The 3 Foundations of Excellent Written Communication
Email Excellence
Delivering Exceptional App Communication

The Five Stage Approach
Complaint Handling Techniques 

Module One: Foundations 

Module Two: The 7 Pillars of Customer Service
Excellence 

Module Three: The Communication Workshop

Module Four: Complaint Handling Techniques



Module Overview  

Empathy & Understanding
Building Resilience
Embracing Technology
Remote Working
Stress Management Techniques

A Positive Mental Attitude
The Power of Your Words 
Well Being at Work

Final Thoughts

Module Five: Customer Service in a Changing World 

Module Six: Bring Your Best Every Day

Module Seven: Go the Extra Mile 

Delivery
 
The course is delivered online and so that it can be accessible to all staff on
demand. 



Hi, I'm Rachel Williams, a customer experience expert with over
15 years of experience in retail, banking, and financial
complaint handling. 

I'm also the Founder of The Experience Corporation, a training
and consulting company that specialises in helping
organisations to transform their service levels by training and
up-skilling their staff.  

My passion for customer experience stems from my belief that
every customer interaction is an opportunity to make a
positive impact and build lasting relationships. Over the years,
I've developed expertise in customer service, CX and
professional communication. 

I'm honoured to be recognised globally for my work, and have
been named one of the top 25 CX influencers of the year 2023.
I’ve also been named a top 10 contributor to Customer
Experience Magazine 2022.  

As a trainer, I bring a unique combination of expertise,
enthusiasm, and inspiration to my sessions. I understand the
challenges and opportunities of delivering exceptional
customer experiences in today's dynamic and digital
environment. I know how to engage and inspire learners to
apply the concepts and skills learned to their work.

Whether you're looking to enhance your customer service,
build a customer-centric culture, or differentiate your brand,
this course will help you achieve your goals. 

Meet Your Trainer 

Rachel Williams 



What Our Clients Are Saying

Rachel and her team were very patient and professional in her approach.
The training was tailormade for our team which was very interactive and
informative. All our needs were met and our team came away from the
classroom training session informed and knowledgeable on a higher
level of Customer Service.

Sidania Hyatt
Operations Manager – The Atlas Building London

High quality and professional experience, even whilst working in
dynamic and time-constrained environment. Rachel was a highly
professional and friendly consultant, who ensured effective
management of the task and provided assurance and confidence to the
customer.

Elizabeth Dier 
Strategy Manager – Improvement Cymru (NHS Wales)



What Next? 

Get in touch today to book a Pathway & Discovery Meeting to see if this course
is right for organisation. 

Thank you for your time! 

A Few More Details 



"Customer experience is not just about
delivering great service, it's about creating
a memorable and meaningful interaction

that exceeds expectations and builds
lasting relationships." 

- Rachel Williams

the perfect time is now

theexperiencecorporation.com 


