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Certification & Recognition 
Upon successful completion of course, the disciple with receive the TFIT certificate &              

a digital badge which they can share & flaunt on their resumes & social media!



And, who is

• TFIT is one of the leading hospitality training program companies 
for restaurants and bar venues.

• Tim Fray is the Founding Partner of TFIT, with more than 35 years 
of experience in the field, he is the Lead Facilitator and enables 
knowledge & skill dissemination which helps the staff in learning, 
growing and succeeding in the long term.

• By harnessing his real-life experience in the hospitality industry, 
Tim & his team has imparted hands-on training to thousands of 
professionals.

• Since the mid 90’s, Tim has worked in various Executive 
Management positions & has been involved in the launching & 
staff training  of dozens of corporate hospitality locations  and 
thousands of staff across Canada.

• Since the Covid-19 pandemic that hit the industry in 2020, Tim 
continues to remain active by delivering virtual training sessions 
on the various facets of hospitality industry & Franchise 
Readiness for businesses. 



COURSE OUTLINEULTIMATE CUSTOMER SERVICE 

CATEGORIES COVERED

DAY 1 (Session 1)

● Customer Service Policy
○ Involvement 
○ Responsibility
○ Purpose
○ Mission

● Customer  Service Basics
○ Store Entrance 
○ Establishment
○ Register
○ Service Counter/Leaving
○ Telephonically

 DAY 1 (Session 2)          

● Deciphering The Customers
○ What is a Customer 
○ What does a Customer want

● Customer Service Skills
○ Listening Skills 
○ Affirmative Communication
○ Using the magic phrases
○ Non verbal communication

DAY 1 (Activities & Exercises)

● Videos/Case Studies
○ Customer Service Videos (Good 

and Bad)
● Online Survey
● Online Quiz

DAY 2 (Session 1)

● Ten Behaviour Attributes you can 
control
○ Polite Responses 
○ Careful & Intelligent 

phrasing of answers
○ Methods of diffusing 

volatile situations
● Telephonic Customer Service

○ Voice Modulation and 
tonality 

○ Phone Techniques
○ Conversational Mannerism

 

DAY 2 (Activities & Exercises)

● Videos/Case Studies
○ Problem Solving Videos (Good 

and Bad)
● Online Survey
● Online Quiz

DAY 2 (Session 2)

● Problem solving
○ Assume Innocence & 

Teaching Opportunities
○ Believe your 

Customer/Respond in Kind
○ Be Empathetic
○ How to Calm Customers 

A.S.A.P
● How to Handle Temperament of 

Customers
○ Six Practices to Handle 

Difficult Customers
○ Reflective Listening
○ Optimizing Guest Experience 
○ Loyalty Program



COURSE OUTLINEULTIMATE CUSTOMER SERVICE 
CATEGORIES COVERED

GOAL for DAY 1 

is to help the attendees in becoming more 
courteous, attentive, and helpful towards the 
customers.  Understanding the right tonality and 
mannerisms of communication, yet articulating & 
understanding the customer in a better & 
structured way.  Finally skills imparted in this 
module will help the attendees in adapting 
effective ways of verbal & non-verbal 
communication.

GOAL for DAY 2 

is to help the attendees in handling situations 
with ease, clarity & patience.  It will teach the 
attendees tips & techniques to drive the 
conversations with customers in the most 
professional, pleasant & productive manner.  
Finally we aim to impart intuitive methods to the 
attendees to handle the situations when 
customers aren’t calm, and empower the 
attendees in handling customers temper better.

DAY 3 (Session 1)

● Case Studies
○ F.I.S.H PHILOSOPHY 

■ Play 
■ Choose you Attitude
■ Make Someone's Day
■ Be There

● Questions and Answers

DAY 3 (Session 2)

● Interactive Certification

GOAL for DAY 3 

is to show all core fundamentals in action 
through a video case study.  Summarize the 8 
modules and answer any questions the 
attendees may have.  Finally, award each 
attendee with their certificate of TFIT Customer 
Service and badges and empower them to put in 
practice what they have learned each and every 
day going forward.



Introduction to the Course
Why a Hospitality Professional needs & deserves it!



About the Course

Course has been curated 
around the most 

fundamental aspect of 
Hospitality Industry - 

Customer Service 

The course structure 
comprises of the specific 

modules chosen & designed 
to serve the professional 
needs of the staff in the 
most optimal manner

The underlying theme of the 
course is focused on 

understanding the human 
behavior & expectations 

better, to deliver a delightful 
customer service experience 

for them 

Course pedagogy would 
ensure that participants 

receive 360-degree 
knowledge & skill sets to 
provide better customer 

service across all modes of 
interaction i.e. face to face, 

online & telephonically 



Key Takeaways for the Participants 

How to service 
customers

Optimizing the 
Guest Experience

Implementing 
Loyalty Programs

Reflective 
Listening

Call Review

Sensitivity 
Training

Social Media 
Management

Communication in 
Crisis Situations

On successful completion of the course, participants will be able deploy 
their skills across various dimensions of customer service including 



What to expect after successful 
completion of the course?

Mindset, Skill sets & of course, the certificate!



New Mindset & refurbished Skill Sets

At macro as well as micro level, course pedagogy would ensure that participants go 
back to the work place with a completely new approach towards customer services. 

Their actions, conversations, mindset & skill sets would reflect  

Empathy Clarity of Thought
Better Listening 

Capabilities 

Fluid 
Communication

Improvised Crisis 
Management Skills 

And, many more intrinsic attributes to serve the customers better….



FINANCIAL OPTIONS
Canada Job Grant By Province
How does the Canada Job Grant work?

The Canada Job Grant is a program that combines federal and provincial funding to subsidize training for private and non-profit organizations. 
Approved funding is granted on a first-come, first-served basis, and each year’s funding coincides with the government’s fiscal year of April 1 to 
March 31.

 How do I apply for a Canada Job Grant?

Each Province and Territory has its own process, so you’ll want to enquire where you live. In most parts of Canada, you can apply online, by email 
or regular mail, but in some places, you’ll need to apply in person.

 

Who is eligible to apply?

The Canada Job Grant invites applications from employers in private and non-profit organizations. The program aids employers in training new 
hires and in upgrading the skills of their existing employees.

 

How does the application and approval process work?

There are four steps to the Canada Job Grant process. First, the employer identifies the training needs. Next comes the application process. After 
the application is approved, the training takes place, and following that, proof that the training was completed is required, and any remaining 
reimbursements for the funding are sent.



Timothy Fray Inc. can talk to you about self-funding options spread over several months 
to meet your goals. Don't hold back to move forward based on financial needs.

Self Funding



“Kindness & courtesy are the 
root of a positive customer 

service experience.”

Shep Hykin



“Let’s imbibe & implement 
better practices & deliver 
sheer customer delight.”

customerservice@timothyfray.com               

THANK YOU!

     647-689-6145
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