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Communication works best when it's interesting, 
engaging and entertaining 

The Group combines professional actors, communication specialists with subject 
matter experts and use enactment, workshops, role-play and participation to get 
information and best practice across with impact. 

By creating tailored experiences which connect with audiences we help you to 
inform, entertain and effect change. Our expertise is to draw on the techniques and 
principles of drama to help people and organisations understand and learn in the 
best way possible: by doing. 
 

Our skills and relationships sessions explore subjects relevant to effective 
group working and quality relationships with colleagues and customers. 
Each session is tailored to the specific needs of our client and the 
composition of the group. 

Depending on the subject, each session typically comprises an 
introductory performed scene, followed by an interactive segment where 
topics are discussed, personal experiences shared and we dig into where 
people want help and ideas to improve success and performance. 

Structured role-play segments, which involve every member of the group, expand on key issues 
including those which have been uncovered or focussed on in the interactive discussion. 

The session wraps up by reviewing learnings and agreeing useful actions, best practice and 
strategies which can be taken away and used to make real differences in daily work activities, 
delivering great experiences for clients and colleagues alike. 

One of the key advantages of using professional actors skilled in improvisation is the ability to 
adapt and flex each session in response to the group and the issues that arise – this makes the 
experience truly reflective and relevant for the group. 



 

 

 

Customer Service Excellence 

Every organisation wants their customers to come away from every transaction as advocates – feeling that 
the service they have received was exemplary. 

This session is for employees at any level of any organisation who deal directly with customers, whether 
internal or external, and who want to hone their communication and relationship skills with the aim of 
maximizing customer satisfaction on the job. 

Through re-enactment and roleplay, we focus on the behavioural, social and interactive aspects of 
customer service. This course emphasizes communication skills and the ability to understand and use all 
aspects of behaviour and body language to ensure that all customer interactions remain positive and end 
successfully. 

Throughout the session, the presenters create an upbeat and energetic atmosphere, encouraging 
involvement and contribution, making the session relevant and enjoyable.  

Our Customer Service Excellence session includes these segments: 

Explore – starting with a range of enacted scenarios illustrating good and 
poor customer service, we look at the importance of good service, about 
what customers expect and about the ability of anyone to mould their own 
behaviour. We examine how the way we respond to different customer 
challenges steers each interaction and the perception of the organisation. 

Interactive experience –  a group discussion considers the issues which were 
touched on in the previous segment and explores them in greater depth.  
As well as looking at case studies, the group is engaged to share their own 
experiences in an open and candid way. 

Role play – the group’s guided observations and ideas form the basis of a  
series of structured role-play activities involving all members, exploring  
gradually more challenging scenarios. These activities give members the  
opportunity to maximize the learning process and develop participants’ self  
confidence in their own ability to handle interaction and situations  
professionally. 

Learnings and strategies - the final part of the session is to review the  
learnings from the session in an energetic group discussion and to develop  
small, implementable actions and realistic strategies to take away and use  
to help make a real difference to better communication, understanding and consideration. 

 

 
Our video production partners, Compass Video, 
help you get maximum benefit from your session 
by capturing it and creating video assets for 
training, intranet and social media use. 

 We will work together to create a tailored 
package of clips which can be used as part of 
your training/induction package. 

 Interviews with attendees give feedback and 
demonstrate your commitment. 

 Ask us to include options in our proposal. 

 Customer Service Excellence lasts a half-day 
(e.g. 9am - 12:30pm or 1pm - 4:30pm 
including breaks). 

 Group sizes are from 10 (min.) to 24 (max.) 

  Management teams to tailor each session 
and align with any specific requirements and 
organisation policies. 

 Please ask for a proposal to suit your needs – 

or contact our associates  

mailto:naelor@outlook.com
mailto:naelor@outlook.com
http://www.krugercowne.com/contact/

