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Therefore, it is imperative that organisations today MUST have effective leaders and managers
who are able to lead, taking up the challenge to be the role model for all employees to follow.
They are the ones who set the vision, drive it through the organisation and walk-the-talk. They
are the ones who display the passion for excellence and for their customers, and they are also
the ones who will demonstrate what it means to have passion for excellence and passion for
their customers. They are the ones who will create a service culture, that will permeate

It’s been said that the greatest obstacle to learning something is believing you already know it. Too
many of the people trying to lead businesses today are handicapped by their own belief systems.
They believe they know what customers want. They believe they know what creates a true,
sustainable competitive advantage. They believe they know what the people in their organisations
are capable of contributing, what they’re thinking, and what they want out of their work lives. Much
of what most of them believe is WRONG!

It’s time managers to un-learn much of what they’ve learned, or believe they’ve learned. And more
importantly, it’s time for organisations to un-learn and re-learn if they are going to survive and thrive
in this new and chaotic business environment. That learning process is at the heart of this 2-Days
“Transforming Managers of Today into Service Leaders of Tomorrow” programme. All of us in the
business world still have much to learn if we are to move our organisations beyond the level of

EVERYTHING RISES AND FALLS ON LEADERSHIP
JOHN MAXWELL

+ Why Service? Why Bother?
+ Assessment: Organisational Customer
Service Commitment
+ Customer Service Model for Excellence: 6
Competencies
+ Focus on “PURPOSE”
+ Know Your Customers Intimately
+ Effective Communicational Skills for
Managers and Leaders
+ Hiring the best
+ Retaining the best (CIA Concept)
+ Conducting Effective Performance Appraisals
+ Train and support
+ Involve and empower
+ Recognise, Reward and Celebrate Success
+ Handling and Managing People’s Problems
+ Service Recovery Strategy
+ Design a Complaint Management System

