
Shifting the Customer Service Culture. 
Empowering Front Line Staff. 

 

FUN WITH FOCUS: 
A CAMPAIGN APPROACH 

  

 
Just a few of our clients:  Penninsula Hotel Chicago, 

 AT&T, IPRA, Harrah’s, Orbitz 
  

THE GOAL: 
 
Customer Service Representatives define the 
trustworthiness of your brand.  Are they creating the 
experiences for your customers that align or conflict 
with your brand intent?  Customers want to work with 
people they relate to and who they believe are really 
trying to help. 
 
Improving customer service with training often takes 
the form of one dry PowerPoint® presentation.  
Instead, front line employees need a training that treats 
them and their needs as learners with the same 
attention they are supposed to give their guests. 
 

 

THE PLAY: 
 

FUN WITH FOCUS is a flexible six month campaign 
intended to shift the customer service culture of an 
organization. We begin with a discovery process where 
a CSz Business Chicago consultant meets with your 
team to learn your brand intent and current culture.  
After we establish a shared vision of the gap between 
intent and practice, we customize our program to 
achieve the identified goals. 
  
Most importantly, FUN WITH FOCUS goes beyond 
training the front line by providing training and bi-
weekly coaching for the managers and supervisors who 
are crucial to any lasting change initiative.   
 
Finally, FUN WITH FOCUS culminates in a celebratory 
“ropes course” experience that pushes representatives 
beyond the normal use of their soft-skills to truly 
“performing”.  This cements the change and provides a 
touchpoint for managers to refer to as they continue to 
model and coach to the skills developed over the 
campaign.  

THE FUN WITH FOCUS SOLUTION: 

Number of Participants:  10-60 CSR, 1-15 
managers/supervisors, (can scale larger) 

Overview:  3 live two-hour experiences over 5-8 
months, with intervening management support. 

1) Creating Authentic Customer  Conversations 
A lively, interactive general session where 
participants practice the soft-skills that make for 
enjoyable customer experiences. 

2) Buzz Sessions for Managers and Supervisors 
An intensive practice session where supervisors 
learn to lead “Buzz Sessions”, 5-15 minute pre-shift, 
warm-up meetings. 

3) Shifting  the Comfort Zone 
A “ropes course” experience where participants 
stretch their soft skills by performing improv for 
each other. 

Support: 
Bi-weekly 15-30 minute support calls with your 
managers and your CSz Business Chicago 
consultant to monitor use of the skills in practice. 

For more information: 
Greg Werstler 

Director of Creative Sales, CFO 
773-549-8080, ex 6 

greg@comedysportzchicago.com   
 

THE WIN: 
 
Are you talking down to your Customer Service 
Representatives or are you investing in them?  The key 
to changing your customer service culture rests in your 
training.  
FUN WITH FOCUS invests the time to build skills over a 
period of months, so the change becomes engrained in 
the culture. The addition of Supervisor/Manager 
training and support means that all stakeholders in the 
change are bought in and can be held accountable to the 
path forward.   
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