Guest experience and service excellence workshops

Develop and optimize the skills that are required to attain your client experience
objectives.

Iceberg Consultants recognizes that the success of your customer experience initiatives
hinges on the active involvement of your associates. Our solution? Associate Learning
and Development Workshops aimed at not only implementing guest experience
initiatives but also creating an environment that motivates and mobilizes your associates
to bring these initiatives to life. Creating a Culture of learning and development is key to
impactful client experiences and our workshops will help develop the skills, and
attitudes and motivate and mobilize your front-line associates.

Our training approach is tailored to meet the unique learning styles and preferences of
today's diverse workforce and new generations. We understand that a one-size-fits-all
approach is ineffective, so our workshops are adapted to each participant's profile.
These sessions provide alternative perspectives on the workplace and the role of each
participant, fostering an environment that encourages individual freedoms and
creativity.



lceberg's workshops offer a service approach with a framework, while also promoting
individual freedoms to generate personalized, colourful, and authentic results. This
emphasis on expressing one's personality, as opposed to a scripted service approach,
not only mobilizes your workforce but also encourages continuous development. This
dynamic approach ensures that your Service Culture remains alive and vibrant.

Iceberg's Learning and Development Workshops bring value to your organization on
multiple levels:

Optimizing Revenues:

By enhancing the skills and mindset of your associates, we empower them to contribute
to the overall value of your products and services, ultimately optimizing revenues.
Minimizing Customer Irritants and Complaints: Our workshops address the common
pain points that lead to customer dissatisfaction, helping your associates minimize
irritants and handle complaints effectively.

Implementing Service Recovery Strategies:

We equip your team with strategies to recover and enhance the customer experience in
the face of challenges, turning potential setbacks into opportunities for positive
interactions.

Mobilizing and Empowering Managers and Associates:

Our workshops align your team with your customer experience goals, mobilizing and
empowering both managers and associates to deliver exceptional service consistently.
lceberg Consultants' workshops provide valuable insights and practical training for
front-line employees and management teams in various customer experience
environments. By investing in the development of your associates, we ensure that your
team is well-prepared to not only meet but exceed customer expectations, contributing
to the overall success and growth of your business.

Iceberg Experience Delivery goes beyond conventional training sessions; it offers
immersive workshops designed to transform participants' perspectives on their roles.
These workshops encourage breaking habits and developing abilities through Iceberg's
unique tools and initiatives. We guide your employees to tap into their unique
personalities, empowering them to infuse emotions into their customer service
approach.



The Guest Experience Workshops provided by Iceberg cover various aspects of service
excellence:

Service Excellence — Reception and Welcome Desk:
Focuses on creating a positive first impression and delivering exceptional service at the
reception and welcome desk.

Service Excellence - Service Support Staff:
Targets service support staff, emphasizing the crucial role they play in enhancing the
overall customer experience.

Service Excellence - Telephone Skills and Reservations:
Equips participants with the skills needed to handle telephone interactions effectively,
including managing reservations with excellence.

Service Excellence - Food and Beverage Services:
Tailored for those in the food and beverage industry, this workshop enhances skills
related to customer service in dining establishments.

Service Excellence - Retail:
Specifically designed for retail settings, this workshop focuses on delivering outstanding
customer service in a retail environment.

lceberg's approach is not just about imparting knowledge; it's about transforming the
way participants view and perform their roles. Through unique tools and initiatives, we
encourage participants to step out of their comfort zones, fostering an environment
where they can authentically connect with clients.

The ultimate goal of Iceberg Experience Delivery is to guide employees in engaging
clients on an emotional level. By turning transactions into interactions and
communication into connections, these workshops empower your team to deliver
service that goes beyond the ordinary, creating memorable experiences for your
customers. Whether at the reception desk, in service support roles, handling
reservations, serving in food and beverage, or working in retail, Iceberg Experience
Delivery ensures that each employee is equipped with the skills and mindset needed to
excel in their specific customer-facing role.



