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Service First is a powerful video-based training tool that 
makes it easier than ever to train any number of employees 
-with no limits- in the art of exceptional customer service, 
with immediate results and without the need of a big budget 
or huge investments of time.

It helps you teach your entire workforce (and all the 
employees you hire in the future) the values, skills, techniques 
and attitudes necessary to deliver the outstanding, legendary 
level of customer service you need in order to make sure your 
customers come back again and again to do business with 
you -and don´t switch to your competition.

Unlimited training in all secrets of service 

There are 12 DVD´s in total or one flash drive; you can use 
each of them for 15 to 50 minute training workshops or staff 
meetings; each comes with its own 2-page discussion guide. 
Combined, the  12 DVD´s give you up to 12 months of high 
quality, non-stop training.

DVD´s are short, entertaining, have no recurring costs and 
were built based on our experience working with the best 
organizations worldwide.

It´s so easy to train with Service First

Anyone from your staff can do it successfully; you don´t need 
to hire a experienced facilitator. Each DVD is just 15 minutes 
long and the sessions can expand to up to 1 hour using the 
discussion guides.

A smart, easy to use system

Service First comes with a set of powerful value-added tools 
that you can download for FREE from the private, password 
protected section of our web site. Interactive tools include a 
comprehensive Facilitator Manual, a full-color PowerPoint 
presentation, discussion guides, answer sheets and 
certificate of accomplishment.

Hundreds of ideas in 12 videos
Here are some examples of what your employees will learn:

• The 5 principles to deliver outstanding customer service.

• 6 steps to calm down an irate customer.

• 4 techniques to discover your customer´s needs and expectations.

• 9 magic ¨tricks¨ to provide great service through the phone, voice mail  

and e-mail.

• 5 steps to effectively use empowerment skills to over-satisfy a 

customer.

• 4 skills to develop team work and skyrocket performance.

• 6 rules to exceed customer expectations in every contact, always.

• 4 tips to communicate quality over the phone.

• 7 immutable rules to ¨act with class¨ and communicate a high image 

of your company.

• How to know when -and when not- to make promises to customers.

• How to think and act using common sense.

• How to increase sales practicing active selling of your products or 

services, even if they are not in sales position.

• The 3 fundamental steps to solve both simple and complex problems.

• 3 universal principles to master service recovery and save the situation 

when a mistake is made.

• 5 attributes to excel in their job.

• How to handle complaints masterfully to avoid loosing customers.

Introducing “Service
First”, the new customer
service video library

FREE shipping to your door
anywere in the

United States or Canada.

The Global Leader in Customer Service Training.
Service Quality Institute is a multinational firm based in Minneapolis, Minnesota (and offices in 40 countries) which 

is considered one of the most advanced and important organizations in the field of developing innovative customer 

service training programs.

With over 45 years of market leadership, our training systems have reached millions of people around the world, 

through developing sophisticated custom and off-the-shelf- programs for organizations as demanding as Federal 

Express, 3M, Miller Brewing and all branches of the United States military. Now the same technology is 

available to you, at a small fraction of its cost, with the new Service First Video Library.

John Tschohl, our founder, has been referenced as a “customer service guru” by leading business publications from 

countries all over the world, and magazines as respected as Time and Entrepreneur. Tschohl has written several 

books on service strategy, including his best-seller Achieving Excellence Through Customer Service, and others such 

as Empowerment: A Way of Life, Moving Up, Loyal for Life, e-Service, Cashing In and The Customer is Boss.

John Tschohl, founder of Service 

Quality Institute, has been referenced 

by media such as Time Magazine as a 

“customer service guru”

Awesome customer service is the key ingredient to build loyalty and make

your customers come back again and again.



“Your Key To Customer Satisfaction”
Through this session your employees will 
learn, discuss, and practice the 5 
Fundamental Principles of Service First:
1. Feel Good About Yourself.

2. Practice Habits of Courtesy.

3. Use Positive Communication.

4. Listening and Asking Questions.

5. Perform Professionally.

“Value–added Service”
Employees are taught the keys to add value to 
customer service by giving them the tools to:
• Go beyond the rules to deliver the 

unexpected.

• How to use a positive surprise element 
to develop customers into friends.

“Effective Telephone Techniques”
Demonstrates how to best serve customers 
during telephone and voice interactions. 
This video covers all elements of 
communication, from facial expression, to 
body language, to the patterns, tones and 
volume of voice.

“Service Recovery”
Focuses on how to turn service problems 
and difficult situations into positive 
experiences that ensure the customers 
return. Techniques to save the relationship 
with a customer after poor service or a 
mistake occurs.

“The Art of Satisfying Customers”
Ideas on how to get free word-of- mouth 
advertising through satisfied customers. 
Teaches strategies to keep customers and 
have them come back over and over again.

“Teamwork Development”
Customer-focused teamwork skills are 
developed through joining forces with 
co-workers. Enables employees to deliver 
better solutions and a better experience to 
customers.

“Handling Complaints and the Irate 
Customer”
Teaches employees skills to solve problems, 
handle complaints, and how to deal with 
irate, even furious customers. Helps 
employees to immediately solve simple 
complaints or handle complex problems.

“The Language of Positive 
Communication”
Provides methods to create positive 
interactions with customers and co-workers, 
along with ideas to energize the work 
environment and improve employee morale.

“Effective Questioning and Listening”
Shows how to precisely detect a customer’s 
needs, desires, and expectations. Develop 
skills to:
• Ask questions

• Actively listen

• Confirm understanding to the customer.

“Exceeding Customer’s Expectations”
This session goes in-depth on how to make 
an extra effort to achieve market 
differentiation. It provides steps to do more 
than people expect to make customer service 
not good, but impressive and memorable. 
Setting a high standard for going the “extra 
mile” in serving the customer.

• Training your entire workforce.
• New employee training.
• Small group workshops.
• Self and home study.
• Sales staff meetings.
• Motivational sessions.
• Breakfast meetings.
• Seminars and conventions.
• Reinforcement for previous programs.

No Ifs, no Ands, no Buts.
Your satisfaction is guaranteed 
or your money back.

If for any reason, in your sole judgment, 

you are not delighted with the results 

after training your entire workforce with 

the Service Video Library you may return 

it for a prompt and friendly refund. No 

time limit.

And even if you decide to return the 

product, the 2 bonuses (known as 

Manager´s Kit) are yours to keep, with 

my compliments.

Lifetime Warranty
If one of your DVD´s gets damaged or 

has any defect, for any cause or reason, 

at any time during its entire lifetime, 

we´ll send you a new one absolutely free.

Even if a cup of coffee is accidentally 

spilled on the DVD, it gets jammed in the 

DVD player or it´s simply worn out, you 

can rest assured because we´ll be here 

ready to send you a new one. All you 

need to do is return the damaged DVD 

and a replacement will be sent right 

away for a small shipping and handling 

charge.

Our Double,
Better-Than-

Risk-Free
Guarantee

The Video
Library is an
ideal tool for:

Order On-Line
through our

secure order form at
www.customer-service.com
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“Empowerment”
Provides guidelines to take responsibility 
and assume ownership of problems to solve 
them immediately by using common sense. 
Applying empowerment skills by always 
putting the customer’s needs before internal 
policies and procedures.

Session

#11:

“Total Quality Service”
Zero-defects service reviews the 
fundamental ideas introduced in the 
previous 11 videos. It offers techniques to 
make things right the first time and tools to 
internally manage the process
of always improving customer service.

Session

#12:

*All orders shipped Fedex ground. Overnight shipping can be arranged at an additional cost. Shipping is free in the United States and Canada.

Additional charges may apply when shipping to the rest of the world Minnesota residents please add 6.5% sales tax.

The Customer Service
Video LibraryServiceFirst

TM



2 FREE
gifts

Gift #1
A signed copy of my 362-page book “Achieving 

Excellence Through Customer Service”, which is 

a comprehensive, step-by-step workbook on how 

to keep customers and improve your executive 

skills so you can achieve total market domina-

tion through a culture of superior customer service.

Gift #2
The limited-edition video 

“John Tschohl Speaking”, 

full of strategic insight, 

customer service techniques 

and tactics for senior management. 

Almost an hour of interviews and speeches on 

how to build market-share and share-of-customer 

through world class customer service.

While the Service First Video Library is 100% 

targeted to your workforce, your two special gifts 

(which combined make the Manager´s Kit), are 

for the exclusive use of your management team.

10 easy installments
Order now your Service First Video Library in 10 easy 
installments of just $199 each. No paperwork, no 
hassle, no interest. Your credit is pre-approved, so you 
dont´t have to wait even an extra minute. For your 
convenience, installments are billed directly from your 
credit card, one per month.

Service First, the Customer Service Video Library

It´s a powerful video-based training tool that makes it easy to train any number of 
employees -without limits- with immediate results and NO additional cost when 
training new staff. It´s so friendly to use that you don´t need experienced facilita-
tors or huge investments of time. There are 12 DVD´s in total, of about 15 minutes 
each, so you can teach your entire workforce the art of exceptional service with a 

fresh, new video each week or each month.

It´s easy to buy:

How to contact us

FREE shipping
to anywhere in the United States or Canada

2 DVD´s FREE (savings of 
$293.00)
Make 1 payment instead of 10 and save $293.00 when 
you purchase your Service First Video Library at the 
special price of only $1,697. Receiving this fantastic 
discount is equivalent to paying for just 10 of your 12 
DVD´s, getting the other 2 absolutely FREE.

 PHONE: E-MAIL:MAIL:

(952) 800-548-0538, (952) 884-3311 quality@servicequality.com ServiceQualityInstitute9201 East Bloomington Freeway
Minneapolis, MN 55420-3497 USA

The Customer Service
Video LibraryServiceFirst
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SKYPE

www.customer-service.com


