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Developing Your Most Powerful Asset:
“Front-Line Employees”

Empowerment:
A Way of Life

Empowerment:
A Way of Life

Speed means do it fast, do it now and do it 
right. It is a two session, video-based learning 

program that creates a speed mindset and helps you 
eliminate barriers internally and externally.

Video updated in 2023.  
Also available in Spanish, Russian, Greek and 

Chinese.

Empowerment: A Way of Life Empowerment: 
A Way of Life is a 2 session program of 2-3 hours each 
that create a game changing practice. Empowerment is 
not about breaking the rules but bending them to keep 
the customer over happy.
Video updated in 2023.
Also available in Spanish, Russian, Greek and 
Bulgarian.

Handling Irate Customers is a two 
session, video-based instructionally designed 
leaming system of 3 hours each that teaches 

employees how to handle irate customers and 
difficult situations. Facing offwith a screaming, 
unreasonable, irrational customer represents the 

ultimate test of any employee’s service skills.  
Also available in Spanish, Russian, Greek and 

Chinese.

Moving Up

Smile

Speed

Moving Up is a new, two-session program
designed to get employees to remove their self-
imposed limitations,  and have the desire to 
Move Up. Employees who succeed get ahead 
by doing more, and working creatively -- being 
extraordinary by being faster, more remarkable 
and more human. Successful employees make 
themselves indispensible.
Also available in Spanish, Russian, Chinese and 
Greek.

Smile is a one session program of 3 
hours. “A first impression can change 

everything - for the customer, your 
colleagues and yourself.”

Also available in Spanish. 
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Influence Customers, Eliminate
Waste and Improve Productivity
Cutting Costs and Eliminating Waste: 
Buck-A-Day Campaign. 
A bottom-up communications campaign that asks employees to focus on cost 
reduction. The objective: find a way to reduce costs by at least a dollar a day. The BAD 
campaign creates a climate that is receptive to change and improvement, resulting 
in major improvements that can produce millions of dollars in annual savings. SQI 
provides the software to track the savings. We guarantee the savings will exceed your 
investment in the Campaign or we will refund the difference.
Also available in Spanish, Russian and Chinese.

Involving Everyone to Improve Customer Satisfaction: 
Good Idea Campaign. 
This campaign is designed to tap the knowledge and experience of every member 
of your team: those on the firing line and in support positions. It asks each group 
and department to find how they can better satisfy the needs of their internal and 
external customers. The campaign is flexible enough to extend its focus to quality 
and other areas that need improvement ideas from employees. Measurement software 
is provided.
Available in Spanish.

Idea Campaigns

Service
Recovery

Remember and Use 
Customers’ Names

Exceptional
Service Generic 

and Supermarkets

Loyal for Life is a one session, video-based 
program on service recovery and empowerment. 
Implemented in 3 to 4 hours. Video update in 2023.  
Also available in Spanish, Russian, Greek and 
Chinese.

Exceptional Service Generic
and Supermarket 

is one session, video-based program. Design allows it 
to be implemented in two or four hours. 

Generic is also available in Spanish and Russian.

Remember Me
A two session, video based 
instructionally designed learning system 
that teaches employees how to remember 
and use customers’ names.  
Also available in Spanish, Russian and 
Chinese.

- Your Role in Service Quality
- Care and Concern

- Value-Added Service

- Problem Solving
- Service Recovery

- Speed

Content focuses on:
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Custom Designed Customer Learning Systems
We design customer service training programs to fit your brand and specific needs. 
You can customize our flag ship training programs like Federal Express, Ethiopian 
Airlines, Banco de Credito from Peru, U.S Air Force & Navy, Allied Van Lines, 
Kroger, Telefonica Peru have done. Our expertise is in creating instructionally 
designed customer service training programs for the total work force that change 
attitudes and behaviors and creates an awesome customer experience.

Customer Service Certification Training Workshops
Who Should Attend Our Workshops and Certification Programs?

Executives, managers, leaders, supervisors and trainers that want to develop and 
enhance their service skills and attitudes.

Certified Customer Service Trainer, CCST (4 days)
Trains you how to skillfully teach these two flagship programs and licenses you to be 
able to teach and purchase participant materials. Facilitator’s material is provided.

John Tschohl Service Strategy
Feelings
Leading Empowered Teams
Train-the-Trainer with all Facilitator Material

Certified Customer Service Leader, CCSL (3 days)
For leaders who want to drive and nurture a service culture built around 
empowerment and teamwork. Learn how to improve your coaching and 
reinforcement skills.

John Tschohl Service Strategy
Feelings
Leading Empowered Teams

Custom Design 
and Personalized 

Programs

Certification
Seminars

Service First Video Library. Series of 12 videos on a 
flash drive is ideal for training old and new employees and 
excellent for self-study. Each monthly video is designed so 
you can tailor training sessions to meet your needs. Sessions 
can be 30 minutes in length or expanded up to 2 hours.

A comprehensive facilitator manual along with full-color 
PowerPoint presentations, discussion guides, answer sheets 
and four color certificates are available from our website. 
Also available in Spanish.

Videos:      
1.   Your Key to Customer Satisfaction
2.   Teamwork Development
3.   Handling Complaints and the Irate 

Customer
4.   The Language of Positive 

Communication
5.   Effective Questioning and Listening

6.   Exceeding Customer Expectations
7.   Value-Added Service
8.   Effective Telephone Techniques
9.   The Art of Satisfying Customers
10. Service Recovery
11. Empowerment
12. Total Quality Service

Building and
Retaining a

Service Culture
with the

Service First
Video Library
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“Last year our new sales grew enormously, but we had problems with 
retention. Ever since we hired SQI the client retention has increased 
tremendously. It is a direct result of the new service strategy we have 
implemented with your firm.”

“Ethiopian Airlines is committed to your service strategy. Your approach is 
practical and focused. Everyone loves your vision on Empowerment. The 
three year service culture plan we launched  with Service Quality Institute 
will help us become a 4 Star Airline with 5 Star Service.”

“Tschohl’s keynote speech at the Granite State Quality Conference was 
inspiring, focused and well-received. He showed everyone how a company 
can ride a service strategy to business success.”

“Our entertainment company needed to improve service and change the 
culture of our 10,000 employees. We wanted a program that could help them 
understand the importance of providing service that exceeds our client’s 
expectations. Feelings, Service First Video Library and John Tschohl’s 
philosophy were the answer to our needs. We found the ideal programs with 
the use of Service Quality Institute’s programs and in less than two years, we 
were able to transform the quality of service we were providing throughout 
the company.”

“Customer service is a competitive strategy of the Bank of Communications. 
Customer service is a culture that all employees will work together as a team 
to deliver Exceptional Service to our clients.”

“John Tschohl, the customer service guru, shares his best practices on 
how to forge a customer centric service company for the future. Achieving 
Excellence Through Customer Service is a gift to all following the customer 
and struggling to make their companies into market leaders.”

“We just finished a course using Service First Video Library–truly a success. 
I have received many compliments from the students about the class contents. 
They stated, ‘This is a course that everyone should take. It is so refreshing to 
learn practical information that I not only can take back to my job, but can 
use in my home also, and if we look at the five principles of Service First, 
they are really the principles or ideas from the Bible.’ So you can see the 
video helped the students to see the importance of doing things in a positive 
manner.”

“My team really enjoyed the Healthcare with Feelings program from Service 
Quality Institute. They appreciated the different departments within the 
healthcare setting being represented. Some of them learned new techniques 
and ways of interaction with patients. The books, handouts, and certificates 
has a very professional presentation.”

Jose R. Mariategui
President

Mariategui JLT Insurance 
Brokers Peru

Thomas Raffio
President & CEO

Northeast Delta Dental

 Tewolde Gebremarian
Former Chief

Executive Officer
Ethiopian Airlines

Qian Wen Hui
Vice President

Bank of Communications 

Miguel Mier
Chief Operating Officer

Organización Ramírez Mexico

Herman Gref
President and CEO

Sberbank Russia

Sandra Wallace Jones
Instructor

Martin Community College,
Williamston, North Carolina

Tahlala Mason
Regional Director of 
Phlebotomy Services

Dallas, Texas

Client Comments



NO Ifs, NO Ands and NO Buts.
Your Satisfaction is Guaranteed or Your Money Back

Try any of our learning systems,
and if you’re NOT satisfied with the results,

return the materials
for a full refund... NO Strings Attached!

We provide you with all the options to promote a culture of Delivering Excellence
throughout the entire organization:

If you believe that there is room to improve your customer service standards and
performance, Service Quality Institute has a program to meet your needs. Simply fax or
detach this form and return it to us for further information, or contact us directly at:

- Strategic Seminars
- Consulting Services
- Diplomas

- Idea Campaigns
- Video-Based Learning Systems
- Online Learning

- Service Books
- Certification Seminars
- Manager/Supervisor Workshops

F
ax
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Name: ______________________________________

Title: _______________________________________

Company: ___________________________________

Phone:  _____________________________________

Address: _____________________________________

City:  _________________  State: ________________

Zip Code:  _____________  Country: ______________

E-mail: ________________  Web: ________________

# of Employees: _________ # of Locations: _________ 

Employee turnover rate: ___

Please check the items that interest you the most.

Please send me additional information on the following:

___ Smile
___ Buck-A-Day Campaign
___ Good Idea Campaign
___ Moving Up			          
___ Empowerment: 
       A Way of Life
___ Five Star Service
___ Consulting
___ Online Learning
___ Customer Service
       Certification Seminars 

___ 3-year Service Culture Plan
___ Customer Service Books
___ Service Strategy
       Seminars
___ Leading Empowered Teams
___ Feelings
___ Speed
___ Remember  Me
___ Loyal for Life
___ Exceptional Service
___ Service First Video
       Library

Service Quality Institute 4656 Nine Oaks Circle Minneapolis, Minnesota 55437-1836 USA
E-mail: quality@servicequality.com

 • Web: www.Customer-Service.com  -  www.JohnTschohl.com  -  www.MyPersonalSuccess.com 

www.facebook.com/JohnTschohl www.twitter.com/JohnTschohl www.linkedin.com/in/JohnTschohl


