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CUSTOMER SERVICE EXCELLENCE COURSE

VENUE: VREDENBURG MANOR HOUSE
COURSE DATES: 18 - 20 MAY 2022



COURSE OVERVIEW

Sam Hospitality is proud to present our Customer Service
Excellence Course. This course is designed to equip staff
members with the skills o deliver and maintain high quality
service standards.

- A 3-day to be held @Vredenburg Manor House.

- 9am — 3pm on all days

- Instructor-led training

- Simulations, video tutorial, efc

- Printed training material.

- Light lunch included in the price.

- Certificates
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WHO SHOULD ATTEND<¢

The course is designed for the following:

- Frontline staff

- Restaurant hosts / maitre d
- Restaurant supervisors

- Front office supervisors

- Housekeeping supervisors
- New front office managers
- Executive housekeepers

- Line managers

- All guest contact staff who are earmarked for supervisory/ o A
management roles Rk



MODULES TO BE COVERED

In the 3 days, we will be covering the following modules:

- Effective relationships with other staff members
- Service excellence

- Health, hygiene and professional appearance
- Verbal communication

- Monitoring customer satisfaction

- Telephone etiquette

- Self development —
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EFFECTIVE RELATIONSHIPS WITH OTHER STAFF

Contains the following elements:

- Channels of communication

- Improving internal communication

- Communicating with your supervisor
- Dealing with staff in a polite manner
- Dealing with individual characters

- Effective communication

- Welcoming a new staff member

- Dealing with conflict situations

- Conflict management styles

- Methods of conflict resolution

- Prioritizing work SE.
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- Dealing with obstructions and interruptions e ok ok ok kK



SERVICE EXCELLENCE

Contains the following elements:

- The customer as a source of revenue

- Customer satisfaction and company profitability

- Annoying habits

- Anticipating customer needs

- Confidentiality of company and customer information

- Greeting and assisting of guests

- Promoting facilities and services

- Guest expectations

- Guests reaction to poor service

- Effective communication & improving customer service
- Customer care in other fields and industry

- Dealing with customer complaints o



HYGIENE AND PROFESSIONAL APPEARANCE

Contains the following elements:

- Dress Code and Personal Hygiene

- Legislative procedure

- Dress procedure

- Personal appearance and hygiene

- Hygiene standards

- Professional Appearance

- Uniforms

- Jewelry

- Hair, moustaches, bears and make-up

Taking hospitality to a whole new level
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MONITOR CUSTOMER SATISFACTION

Contains the following elements:
- Cultural consideration
- Building a rapport and relationship with customers

- Establishing a professional rapport and relationship with
colleagues and internal customers (suppliers)

- Supporting subordinates
- Customer feedback

- Customer requirements
- Providing information

- Information, policy, and practice \ O Aadpicas
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MONITOR CUSTOMER SATISFACTION

Contains the following elements:

- Following up requests

- Problems with meeting requirements

- Common complaints and appropriate action

- BEvaluating/ dealing with complaints

- Dealing with customer complaints effectively

- |dentifying the nature of the complaint or incident

- Reassuring the guest

- Tools for effective negotiation and communication

- The HEAT approach

rom warTias) BARTINOGRS!
T Ny LS
WousEL & sAsey MORE

7z

h CT'Sm Y.y,

Taking hospitality to a whole new level

- Customer complaints procedure dokeiiedok



VERBAL COMMUNICATION

Contains the following elements:

- What are the channels of communication?e

- Improving internal communication

- Communication with your supervisor

- Organizational charts

- Dealing with staff in a polite and friendly manner
- Dealing with individual characters

- Effective communication with staff

- Welcoming new staff
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TELEPHONE ETIQUETTE

Contains the following elements:

- Communicating on the telephone

- Infroduction

- Your voice and body language

- Dos and don’ts

- Telephone efiquette

- Assisting customers

- Responding to requests for information
- Taking and recording messages

- Dealing with complaints
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Taking hospitality to a whole new level

- Completing calls.
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SELF DEVELOPMENT

Contains the following elements:

- Strengths and weaknesses

- Career aspirations

- Types and development activities

- Designing and development plan

- Line managers

- Staff member (employee)

- Steps of preparing a development plan

- Reviewing performance and obtaining feedback e

Taking hospitality to a whole new level

- Giving feedback and responding to feedback ok



COST — R2 500 PER PERSON

Includes the following
- Training manual

- Lunch

- Certificate

SAVE 10% when you book 4 or more staff

Email training@hospitalitycourses.co.za to book or call us on
082 765 9238.

Limited space available

Taking hospitality to a whole new level
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ABOUT THE VENUE

Vredenburg Manor House is a
top 4 star guest house in the
heart of the Cape Winelands.

The establishment is located
on winery road, Somerset
West. It has a wedding and
function venue onsite.

Check them out on
www.vredenburgmanor.com
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SAM HOSPITALITY
CREATING SUCCESS STORIES

‘ k
SHORT TRAINING
FOR WAITERS/ BARTENDERS/
HOTEL FRONT DESK/ —_—
HOUSEKEEPING & MANY MORE
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L Taking hospitality to a whole new level
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www.hospitalitycourses.co.za



https://www.5starhospitalitytraining.co.za/

