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Course Types

HEaTED CPD courses have been carefully selected based on
your continuous feedback. Many technical professionals have
attended our courses and have applied their learning in
order to advance their roles and ultimately their careers. 

In order to make our CPD as accessible as possible we have
different delivery options for the majority of our courses as
described below:

Onsite &
Online

Closed
Cohort

These courses are very similar. The only difference is we
have modified elements of the onsite activities and made
them more appropriate for online delivery. These public
courses are open to all HEI technical professionals across
the UK. 

These courses are specifically for your team and closed
to general access. The cohort delivery date and method
can be arranged to suit your requirements. Quotes are
available upon request.



Learn how to better support and enhance the
student experience

Universities seek to be ranked high in 
league tables and recognised for their 
impact on teaching, learning, research and 
knowledge exchange activities, as 
evidenced in their strategic plans. The core 
university goals revolve around student- 
centered learning and satisfaction, and 
research-informed practice, coupled with a 
need to grow sources of income. 

 
Members of the technical service team(s) 
play an important role in support of 
increasing student satisfaction ratings and 
delivering customer services that can help 
universities achieve their goals. 

 
Technical staff have always been at the 
customer-facing front line of teaching, 
learning, research and knowledge 
exchange, who’s telephone-based, online 
and onsite face-to-face interactions are 
critical to the success of services, support 
and products to a wide range of customers 
(including students, researchers, academics, 
collaborators, clients, contractors, and the 
wider internal staff groups). 

1 Day

Online: HOC-023 
Onsite: HFFC-024

(Online)
Members: £185 

Non-Members: £285
 

(Onsite)
Members: £285 

Non-members: £470

Summary

FEES

DELIVERY

DURATION

Delivery Method
Instructor - led



To increase awareness and build essential skillsn in delivering
excellent customer service in technical functions.

The importance of customer service in the HE context
Customer service situations relevant to the technical services
Principles of customer service and key transferable skills 
Key components of customer service/care excellence
framework in technical functions
Approaches in dealing with difficult customers and handling
complaints 
Effective customer services communication and other
interpersonal skills 
The perception of being in the customer’s shoes for
continuous improvement

Objectives are to explore:-
 

This course is tailor made to meet the needs of technical staff
in Higher Education. It accommodates various learning styles, to
allow participants to learn from theory and practice, group
discussions and individual reflection on their current practice. It
will utilise formative assessments to increase learner
knowledge, competency and confidence; enabling and
empowering them to implement learnt skills in their work.

Aim

Objectives

Further Course Information



Enhance their skills for delivering excellent customer service
through:

Increase their competency in dealing with difficult customers
and complaints
Recognise and build partnerships in the delivery of customer
service
Develop an action plan with confidence for improving
customer service 

By the end of this course, participants will able to:- 

      - Effective listening and questioning 
      - Managing expectations
      - Handling difficult conversations and applying assertiveness 

Outcomes
CPD



CPDTestimonials

The facilitator was great and very
knowledgeable. Hearing from his own
experiences within technical teams was
valuable and reassuring that he knew

his stuff. Very valuable, thank you.
 

Technical Manager
UWE Bristol

Very engaging course tutor with extensive knowledge
on the subject. I will be recommending this course to my

colleagues. 
 

Technician 
University of Surrey

 

The course was brilliant, 
and so relevant!

 
Store Supervisor

University of Edinburgh

Great session, very useful insights.
 

Graphic Support Technician
UWE Bristol



HEaTED (Higher Education and Technicians Education 
Development) is based at the University of Sheffield and is 
the leading provider of professional development for the 

technical workforce. 

HEaTED The University of Sheffield
8 Palmerston Road, Sheffield, S10 2TE

+44 (0) 114 222 9671 | heated@sheffield.ac.uk | www.heated.org.uk

CONNECT WITH US:@HEaTEDtechs on Twitter

UNLOCK YOUR
POTENTIAL

ENQUIRE NOW


