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Help Your Team Be More Customer-Focused

To gain a competitive edge in a market, a company can focus 
on prices, innovation or brand image. But one of the most ef-
fective ways to stand apart from the crowd is to offer quality 
service that meets customers’ expectations, which will also 
help to enhance the company’s image. Client orientation is a 
long-term strategy that has to involve the entire organization, 
from top management all the way down the corporate ladder.

QUICK VIEW

FOLLOW THE PATH

100% distance-learning

Approximately
5.5 hours

Managers

What does quality customer 
service mean?

What do our customers really 
expect?

How do I motivate and empower 
my team for more customer focus?

How can we match service to 
customer expectations?

How can we deal with 
dissatisfied customers?
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TRUST OUR EXPERTS

FOR PROVEN 
BENEFITS

Making teams aware of what customer orientation is and how to develop it
+

Higher levels of customer satisfaction and loyalty
+

Applying the approach to in-house clients so that people 
work together more effectively

New York Times and 
Wall Street Journal best- 
selling author, sought- 
after customer service and 
experience expert. Hall of 
fame speaker for National 

Speakers Association.

SHEP HYKEN

Professor Emeritus of Ser-
vice Strategy Marketing 
and Management at IMD 

and best-selling author.

JACQUES HOROVITZ

Chaired Marketing Pro-
fessor at Wharton School, 
U. Penn. Extensively pub-
lished in the Journal of 
Consumer Research and 
the Journal of Market-
ing. Academic Director 
for Wharton’s Advanced 

Management Program.

DAVID R. BELL

Professor of Marketing at 
Saint Joseph’s University, 
academic authority on 
consumer behavior. Author 
of best-selling Consumer 
Behavior: Buying, Having, 
and Being. Frequent con-
tributor to The New York 
Times, USA Today and The 
Wall Street Journal and 
regularly appears on tele-
vision shows including The 
Today Show, Good Morning 

America and CNN.

MICHAEL R. SOLOMON

Internationally recognized 
author, business consul-
tant, facilitator, keynote 
speaker and Non violent 
Communication (NVC) 
practitioner. Best-selling 
author of The  Empa-
thy Factor - Your Com-
petitive Advantage for 
Personal, Team, and Busi-

ness Success.
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