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Managing the Front Line 
 

A Teambuilding and Customer Service Seminar 
 

A workshop to help customer facing staff improve skills in areas of dispute resolution, stress 
management, and effective communication with customers, families, colleagues and managers. This 
workshop will seek to develop the standards associated with service excellence, including respect, 
effective communication, courtesy, sensitivity and professionalism.  The workshop will illustrate how 
these standards, when used in day-to-day interactions with co-workers and customers can foster a safer, 
less stressful, and more positive work environment.   
 

Format 
 

The workshop will be largely experiential in nature and will involve group discussion, journaling, 
assessments, role-plays, lecturettes, games, and behavior modeling. There will also be an opportunity in 
each session for groups to brainstorm solutions to common problems and bond as a team. 
 

Objectives 
 

Customer Relations 

 Deal creatively with tough problems while treating people with sensitivity and respect  

 Learn and practice forms of language that are calming and persuasive to deescalate potentially 
volatile encounters with customers 

 Use the skills of Active Listening to ensure effective communication in difficult situations 

 Differentiate the impact of verbal and non-verbal behavior on customers and colleagues 
 

Dispute Resolution / Assertiveness  

 Learn to switch from a defensive to a collaborative approach  

 Utilize techniques for dealing with difficult people 

 Understand how to negotiate for results in the heat of the moment 

 Practice through the use of role-plays, coaching and feedback 
 

Communication 

 Discover your personal “communication style” through a unique self assessment 

 Learn to adapt your style to enhance effective communication and problem-solving with 
managers, colleagues and customers 

 Discover possibilities for building relationships and trust within your team 

 Learn to diffuse anger and avoid defensiveness 
 

Stress Management 

 Understand how ancient “fight or flight” mechanisms affect work life 

 Recognize and manage the most common causes of workplace stress 

 Learn simple and effective relaxation exercises 

 Develop strategies for avoiding job frustration and burnout 

  


