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"Charting the Course ... 

... to Your Success!" 
 
 

Service Excellence for IT Professionals 
 

Course Summary 
 
 
Description 
 
This course is designed with the goal of on-the-job performance improvement, and offers an optional blended 
learning methodology. The learning strategy is experiential, focusing on specific skills and techniques with 
minimum discussion of theory. Participants are given an opportunity to explore and practice those skills and 
behaviors that will result in improved job performance. This course includes personal action planning, pocket 
reminder cards, commitment strategies, options to keep the facilitator in touch with participants after completion 
and our on-line electronic performance support system to ensure learning translates to on-the-job behavior 
change. 
 
Objectives 
At the end of this course, students will be able to: 
 

 Understand how proactive/responsive service is a critical factor in the success of any IT organization  

 Understand that every person in IT is a service provider and how they in particular can increase their 
value to the organization  

 Learn customer service skills and techniques that work in the Information Technology environment  

 Understand how to manage IT customer expectations  

 Understand how to use excellent service to earn a partnership with business customers  
 
Topics 
 

 Service Excellence in IT Defined  

 Client Centered Service  

 Service Provider's Attitude:  

 The Foundation for Service Excellence  

 Service Offerings  

 Listening Effectively: A Critical Skill  

 Improving IT Service Processes  

 Managing Client Expectations  

 Service Recovery  

 Making the Commitment to Improve Job 
Performance 

 
Audience 
  
This course is designed for IT professionals who must increase their effectiveness as providers of information 
technology services to internal business clients or to other functions within Information Technology. 
 
Prerequisites 
 
There are no prerequisites for this course.  
 
Duration 
 
Two days 
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Service Excellence for IT Professionals 

 
Course Outline 

 
I. Service Excellence in IT Defined  

A. IT Group’s service continuum  
B. What do good and bad service really look like  
C. Moments of truth: keys to excellent service  
D. Moments of truth: the dramatic turnaround of a 

company  
E. Identifying and managing the moments of truth 

in IT  
 
II. Client Centered Service  

A. How business and technology challenges have 
altered the IT-client relationship  

B. The new roles for IT professionals  
C. IT Group’s service wheel: a model for 

providing quality service  
D. The clients’ perception of IT  

 
III. Service Provider's Attitude:  

The Foundation for Service Excellence  
A. The importance of self-fulfilling prophecies  
B. The help desk case study  
C. Taking responsibility for your attitude  
D. Using the ‘independent consultant’ model to 

improve service  
E. Self-esteem and service excellence  
F. How to deal with difficult clients  

 
IV. Service Offerings  

A. Identifying and improving service offerings  
B. Offering alternatives: a critical success factor 

for service excellence  
C. Techniques for offering alternatives  
D. Case study: identifying alternatives  

 
V. Listening Effectively: A Critical Skill  

A. The complexities of the communication 
process  

B. Breaking down the barriers to effective IT-
client communication  

C. One-way versus two-way communication 
exercise  

D. The importance of active listening  

E. Using IT Group’s CARE Model to develop 
active listening skills  

 
VI. Improving IT Service Processes  

A. Identifying service processes in IT  
B. How a service process can ‘take on a life of its 

own’  
C. The most important question to ask about any 

service process  
D. Making service processes client-centered  
E. Improving a service process you control  
F. Using the telephone to delight your customers  

 
VII. Managing Client Expectations  

A. Ways to measure customer satisfaction  
B. IT Group’s formula for achieving customer 

delight  
C. How rising expectations are impacting IT  
D. Effective ways to manage customer 

expectations  
E. Managing expectations: role plays  

 
VIII. Service Recovery  

A. What the TARP studies tell us  
B. The seven principles of service recovery: 

turning dull into shining moments  
C. How to repair a client relationship immediately  
D. Handling IT service recovery situations  
E. Creating customer loyalty through effective 

service recovery  
 
IX. Making the Commitment to Improve Job 
Performance  

A. The need to ‘do things differently’ back on the 
job  

B. Four stages of making the commitment to 
change  

C. Development of Personal Action Plans  
D. Linking Personal Action Plans to IT 

organizational objectives  

E. Starting tomorrow: the participant’s 
responsibility  

 

 


