
Professional Services Excellence Programme - programme overview (last updated 23 June 2021) 
 

Title  Description  Format  Duration and date  

Diversity and 
Inclusion Training   

  Online training    

Part 1: Understanding service excellence  

Module 1: Introduction to 
Service Excellence  
  

Introduction to the programme and programme overview. This 
module will develop an understanding what ‘service excellence’ 
means, exploring examples of good and bad service, and introducing 
models of service excellence.   

Face-to-face workshop 
(in-person or online).  

2 hours   
17 August 2021  
(14.00-16.00)  

Module 2: Setting 
the direction  
  

As a service provider, we need to make a commitment to deliver the 
best possible services we can, and must continually seek to improve 
these services. What does this mean for each service? How can this 
be articulated in a way that is meaningful to Service Unit staff, and 
users?   
 

This module looks at how services can define their service excellence 
goals and how these can be captured and communicated to create a 
shared vision.  
 

The workshop explores issues around ethos and culture, and the 
University strategy in relation to University services.  
 

The workshop also looks at how this translates into behaviours and 
how we can reinforce positive behaviours within the Unit to align 
with our service excellence ethos.    

Face-to-face workshop 
(in-person or online)  

3 hours  
23 September  
(9.30 - 12.30)   

Module 3: The customer 
concept and understanding 
the customer  
  

This module explores the customer/supplier relationship, 
understanding who our customers are, analysing internal/external 
customers and customer segmentation, including discussion about 
underrepresented users.   

Face-to-face workshop 
(in-person or online)  
   

3 hours  
6 October 2021(10.00-
13.00)  



 

The module also looks at how we can gain a better understanding of 
what differentiates customers and how we can develop our 
understanding of want they want from us.  
 

Techniques such as ‘personas’ and ‘customer journey 
mapping’, surveys, focus groups and ethnographic research will be 
introduced. The module will draw on subject experts to explain why 
these techniques are so useful and the kind of insights they 
can provide, and will include University-based case studies.   
 

Note: operational aspects of these techniques, such as how to run 
focus groups, how to design effective surveys and how to process 
customer feedback and survey data are covered in Part 2 of the 
programme.  

Module 4: Adapting to 
deliver: interpretation, 
action planning and success  
  

If we understand who our customers are and what they want from 
our service, how do we then change what we do to deliver 
excellence? This module covers analysing customer needs, 
identifying solutions/improvement, choosing improvement actions, 
implementing change and monitoring success.   
 

This module explores some of the mechanics of what to do with 
customer feedback and survey data. It covers coding, software 
and statistics, reporting and presenting findings, creating action 
plans, establishing service standards, monitoring performance 
and measuring success.  

Face-to-face workshop 
(in-person or online)  
  

3 hours  
26 October 2021  
(10.00-13.00)  

Part 2: Delivering excellence  

Module 1: Communicating 
with our service users  

This module looks at how we can effectively communicate with our 
service users though different channels including signage, 
website and social media.  

Online or face-to-face 
(TBC) 

 TBC 



Module 2: Running surveys  
  

Surveys are a big commitment for the service provider and for their 
users. It is therefore important that they collect meaningful and 
useful data, that can be translated in to action that will really make a 
difference. They must also be constructed, delivered and managed in 
a way that is ethical, unbiased and complies with privacy and data 
protection principles. This module explores practicalities and good 
practice on customer surveys, including:   
• Basic survey principles: length, anonymity/confidentiality, data 

protection and privacy, question types, consistency, response 
options  

• Delivery methods  
• Maximising response rates  
• Analysing and communicating outcomes  

Face-to-face workshop 
(in-person or online) with 
preparatory online 
content  
  

 TBC 

Module 3: Running 
focus groups  
  

Much like surveys, focus groups must be designed and structured to 
ensure the commitment of time and resources delivers meaningful 
and usable outcomes.   
• When is a focus group useful?  
• Basic principles (size, duration etc.)  
• Focus groups structure and facilitation  
• Recording and collating discussion  
• Analysing results  

Face-to-face workshop 
(in-person or online) with 
preparatory online 
content  
  

 TBC 

Module 4: Complaints - 
making a negative a positive  
  

This module explores principles of effective complaints-handling, 
how a well-handled complaint can lead to higher customer 
satisfaction and covers formal complaints-handling processes in the 
University.  

Online course   TBC 

Part 3: Service Unit action planning and implementation  

  This part of the programme is ‘action learning’ and requires 
participants and their colleagues to draw on the concepts and 
techniques covered during parts 1 and 2 to develop and implement a 
service excellence plan.   

Action learning   N/A 



• Service Units draw up a service excellence action plan  
• The actions are implemented and evaluated   
• A reflective analysis of the process and outcomes is conducted  
• A template for delivery of this part of the programme will 

be provided  
  

Part 4: Enhancing service excellence skills (optional training)  

  Part 4 offers a range of other optional training which participates can 
access at any stage during or after the programme. These optional 
elements include:  
• Effective communication training (existing OSDS module)  
• Dealing with difficult behaviour 1 & 2 Training (existing OSDS 

modules)  
• Change Management (existing OSDS modules)  

Existing courses   N/A 

 


