
Your Trainer 
 

Dr. Connie Pritchard is a veteran trainer in the workforce 

development arena in the southeast and Middle Atlantic areas and a 

featured presenter at regional and national conferences.  Her 

approach to training includes 

 

 High quality, informative and attractive materials that serve as 

reference sources, 

 Professional presentations in media designed and used, 

 Engaging presentation style, 

 Interactive discussions, and 
 Pertinent case studies and problem solving role plays. 

KEY LEARNING OBJECTIVES: 

 

 Understand and practice rapport 

and customer service behaviors 

 

 Recognize, determine appropriate 

use, and practice communication 

techniques to build trust and gain 

information 

 

 Identify professional, ethical, and 

client-success-enhancing behaviors 

 

 Develop strategies to deal with dif-

ficult customer 

behaviors 

 

 Develop strate-

gies to resolve 

customer issues 

D elivering exceptional customer service re-

quires moving beyond the superficial such as, 

“the greeter at the door,” “the forced smile,” and the 

gratuitous “have a nice day.”  It requires knowing who 

your customers are, understanding their needs and ex-

pectations and regularly exceeding them, and following 

through with resolving customer complaints and ser-

vice delivery problems.   

 

“Delivering Excellent Customer Service” is a highly in-

teractive workshop designed to give participants a 

powerful new insight into customer behavior and ex-

pectation, effective tools, and easy-to-learn skills for 

creating lasting customer satisfaction. 

 4351 Mail Service Center * Raleigh, NC 27699-4351 
313 Chapanoke Rd.  Suite 140 * Raleigh, NC 27603 

919-329-5588 * Fax 919-329-5599 
www.ncwdtc.com 

Delivering Excellent Delivering Excellent   

Customer ServiceCustomer Service  

Registration Fee: 

 

$50.00 

This training meets the  

JobLink Career Center  

Chartering Requirement. 

 
Equal Opportunity Employer / Program.  Auxiliary 

aids and services available upon request to  
individuals with disabilities.  

August 18, 2009—RALEIGH 

Workforce Development Training Center 

313 Chapanoke Road, Suite 140 

 

August 19, 2009—TARBORO 

Edgecombe Community College—Keihin Center 

2009 W Wilson Street 
 

*Training is from 9:00 a.m. to 4:00 p.m. 

Choose a 

convenient 

date and 

location! 



Registrations are due no later than 2 weeks be-

fore each workshop or session unless otherwise 

noted in the training announcement. Written confirma-

tion of registration with site specifics including driving 

directions will be provided to each registrant via email 

one week prior to the session.  

 

Payment :  Registration may be secured by check or 

money order made payable to the NC Department 

of Commerce / Workforce Development.  You 

may submit a faxed registration or  register  

online  immediately  to  reserve  your  spot; 

however, payment must be received prior to the 

date of the training.   

 

Statement of Commitment:  All persons who register 

for sessions imply agreement with this statement:  I will 

make all necessary plans to attend the workshop for 

which I am registered. I will plan to arrive on time and 

stay through the end of the session. If an emergency 

arises (illness or unavoidable circumstance) I will call 

the Training Center at 919-329-5588 as soon as possi-

ble  to cancel. If I fail to  attend  without  proper can-

cellation,  payment will not be refunded.  

 

Cancellation and Substitutions:  We reserve the 

right to cancel or postpone training based on insuffi-

cient registrations. In such cases, registration fees will 

be refunded if an individual chooses not to reschedule 

to an alternate date, site, or topic that is currently 

available. Please allow 6 weeks for refunds to be proc-

essed. Substitution of a registrant merely requires 

written notification to the Training Center by email or 

fax, along with a registration form from the substitute. 

Training is from 9:00 a.m. to 4:00 p.m. each day, with 

registration at 8:30 a.m. on the  first morning — unless 

otherwise  specified  in  the announcement.  Coffee will 

be available at registration when possible. 

 

Reasonable Accommodation of Special Needs:  

Every effort will be made to accommodate reasonable 

requests for special learning or dietary needs; however, 

we  cannot  guarantee provision for special needs unless 

notified more than 2 weeks in advance. Please include 

special needs requests with your registration 

form. 

 

Lodging:  When overnight stay is likely, a suggested 

list of area hotels is included in the Training An-

nouncement.  We cannot guarantee any hotel rate, but 

suggest that you request the state rate and be pre-

pared to present a  government ID or a pay stub  

when  making  your arrangements. 

Registration Policy  

Register On-Line @ www.ncwia.com; Click - Training Center  or 

                              Visit our website @ www.ncwdtc.com for printable registration forms & fax to 919-329-5599 

 

Hotel Suggestions 

 
Garner (Raleigh) Edison Inn  1595 Mechanical Blvd.  (919) 662-4890 

   Wingate Inn  1542 Mechanical Blvd.  (919) 779-7441 
 

Tarboro  Comfort Inn  1504 Western Blvd.  (252) 824-0088 

   Holiday Inn Express 102 Market Center Dr. (877) 863-4780 

 

 

More lodging suggestions can be found @ www.ncwia.com - Click Training Center; then Lodging. 



 

Name _____________________________________________________________________________________    

 

 

Title  ______________________________________________________________________________________ 

 

 

Employing Agency _________________________________________________________________________ 
      (name as it should appear on your name badge) 

 

Agency Address____________________________________________________________________________________ 

 

City ________________________________________________   State________ ZIP_____________________     

 

Agency Phone__________________________________   Fax_________________________________________ 

 

Email _____________________________________________________________________________________ 
  (confirmation will be sent via email approx. one week prior to training date) 

 

Special Needs:_____________________________________________________________________________ 
 

Return to: Workforce Development Training Center ˓ 4351 Mail Service Center 

Raleigh, NC 27699 -4351 ˓ FAX 919-329-5599 

 

 

 

 

REGISTRATION FEE:   

$50.00 
MAKE CHECK PAYABLE TO:  

NC Dept of Commerce / Workforce 

(FEIN 56-161187) 

 
 

  

 

 

 

Name of course:      Delivering Excellent Customer Service 

 

Date:         

 

Location:    

REGISTRATION FORM 

 Do you have questions or need help with  

registration?  

Contact Robbin Broome at  

rbroome@nccommerce.com or call  

919-306-1819. 

 

Statement of Commitment:  

I will make all necessary plans to attend the work-

shop for which I am registered.  I will plan to arrive 

on time and stay through the end of the session. If an 

emergency arises (illness or unavoidable circum-

stance) I will call the Training Center at 919-329-

5588 as soon as possible to cancel. If I fail to attend 

without proper cancellation, payment will not be re-

funded.  Phone:  919-329-5588 
Fax:      919-329-5599 

WWW.NCWDTC.COM 
 

Equal Opportunity  

Employer / Program  

Auxiliary aids and services avail-
able upon request to individuals 

with disabilities. 

New On-Line 
Registration  

 

www.ncwia.com 
Click on ñTraining  

Centerò 


