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Training Methodology
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Course Content & Outline

Section 1: Understanding Customer Experience in F&B

.Defining customer experience and its strategic importance in hospitality e

Analysing customer touchpoints — before, during, and after the dining «
.experience

.The psychology of satisfaction: expectations, perception, and emotion e

.Building a consistent and differentiated brand experience «

Section 2: Principles of Service Excellence

.The fundamentals of service excellence and quality management «



.(Setting service standards and key performance indicators (KPIs e
.Aligning service delivery with brand promise and customer expectations e

.The role of staff behaviour, empathy, and attitude in service outcomes e

Section 3: Designing and Managing the Guest Journey

.Mapping the customer journey in different F&B contexts e
Jdentifying critical moments of truth in guest interactions e
Integrating technology to enhance convenience and personalisation

.Continuous improvement through feedback, analytics, and reviews e

Section 4: Service Recovery and Complaint Management

.Turning service failures into loyalty opportunities e
.The LEARN and HEART models for handling complaints effectively
.Emotional intelligence in managing difficult customers «

.Building resilience and confidence in front-line service teams e

Section 5: Leadership, Culture, and Sustainable Excellence

.The role of leadership in creating a service excellence culture e
.Coaching and motivating teams to deliver consistent service quality e
.Linking employee engagement with customer satisfaction metrics e

.Developing long-term CX strategies for sustained business success e
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Customer-Centric Culture: The Path to Lasting Success

Prioritise your customers' needs and create a seamless experience with a customer-centric
culture. Learn its importance, best practices, and how it fosters loyalty and a competitive
.edge
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