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SEE THE WORLD THROUGH A CUSTOMER LENS
For a long time, customer service delivery was determined by a philosophy of ‘the customer is 
always right’. But the true value of customer service in driving long term business growth wasn’t 
readily acknowledged by businesses, let alone treated as an essential business function.

Today, customer service is recognised as a profession that makes an immediate and tangible 
difference to an organisation’s bottom line. In an increasingly demanding and fast-moving 
customer landscape, organisations need to deliver customer service that is relevant, world-class 
and continually improving. CSIA helps you to see the world through a customer lens, and to deliver 
customer service excellence. 

WHY CSIA?
CSIA believes that great customer experience is fundamental to every business. For almost 20 
years, the Customer Service Institute of Australia has been recognised as the leading authority on 
customer service in Australia, and has empowered and supported Australian organisations to meet 
their service excellence goals with best practice know-how, education, certification, international 
recognition, and practical support – all from a globally recognised service standard. 

CSIA clients lead in both customer service excellence and profitability, and include business and 
government organisations across a diverse range of industries – transport, finance, travel, 
business-to-business services, IT, local and federal government, and entertainment – and across a 
range of business sizes. While their specific needs and service delivery vary, they all work with CSIA 
for the same reason – a desire to deliver world-class customer service. 

Great customer service isn’t static. It changes over time, and presents new challenges for the 
professionals who work in the field. At CSIA, our focus is on continual improvement – so that you’re 
not just seeing the world through a customer lens, but refocusing when it heads somewhere new.



We work with organisations achieve their customer service goals in four ways: 
education, certification, recognition, and membership. Our approach supports 
organisations holistically – we work with CEOs and Chief Customer Officers 
through to frontline staff, providing practical know-how and support based on 
world’s best practice techniques and academic research. 

We’re experts in customer service training: we understand its importance in 
organisations, and how to deliver it well, with a suite of standard programs 
and ones tailored to your customer service strategy. Our programs are 
designed to fit easily into your operational schedule, and are practical and 
relevant enough to be put into action immediately. All CSIA programs build 
on your team’s existing skills, whether they have previous qualifications or 
not.

Our courses embrace a philosophy of ‘passion and process’ – an organisation 
need to both instil a genuine enthusiasm for customer service within its 
team, and build a framework that ensures its consistent delivery. Our training 
programs are designed with this in mind, providing both inspiration and 
encouragement, but also a toolbox of practical skills and approaches to 
delivering reliable outcomes.

Our portfolio of programs includes structured courses that are aimed at 
frontline teams and managers, with both generalist and ones designed for 
specific industries or business processes. Or if you’re looking for something a 
bit different to our standard programs, we can work with you to design a 
program that suits your specific needs. A tailored program can be built as a 
traditional training session, or as a more consultative workshop. These can be 
designed to run as a one-hour motivational talk, a full-day workshop, or even 
a series of workshops delivered over a period of time. 

TRAINING

BETTER 
CUSTOMER 
SERVICE 
STARTS 
HERE



To deliver exceptional customer service, organisations need to be able to 
understand and measure their customer service processes against a recognised 
benchmark – the starting point of continual improvement. What gets measured 
gets done! 

The Customer Service Institute of Australia offers two internationally 
recognised certification programs designed to enhance service standards in 
both private sector and government organisations:

THE INTERNATIONAL CUSTOMER SERVICE STANDARD

The International Customer Service Standard (ICSS: 2020-2025) is an globally 
recognised standard assessment and certification program used to benchmark 
the level of customer focus within an organisation. The Standard uses a 
balanced scorecard methodology to assess an organisation’s customer service 
processes and outcomes, encompassing the diverse range of factors that drive 
customer excellence – corporate strategy, training and management, customer 
insights, marketing, technology and others. 

The ICSS is recognised and used by leading organisations as an embedded part 
of their continual improvement programs. CSIA is the only organisation in 
Australia certified by the International Standards Accreditation Board of the 
International Council of Customer Service Organizations (www.iccso.org) to use 
the ICSS. 

CSIA COMPLAINT HANDLING FRAMEWORK

To formalise the way complaints are managed, all types of organisations can 
have their complaint handling procedures and operations certified as a CSIA 
‘Certified Complaint Management System’ and participate in the exclusive CSIA 
complaint management evaluation program. By achieving this certification, 
your organisation will be assured it has been independently assessed as 
complying with the highest international standards for complaint management. 

Successful organisations will also be able to proudly display a recognised 
Trustmark proclaiming its CSIA ‘Certified Complaint Management System’ or its 
status as a ‘Certified Customer Service Organisation’. 

CERTIFICATION



By becoming a member with CSIA, you’re among a growing number of 
Australians dedicated to a better customer service experience. Membership 
of CSIA is proof you’re among the best in your field.

Corporate membership offers a range of benefits, including: 

• Access to invitation-only thought leadership seminars and networking 
events 

• Access to member-only online content on the CSIA web portal, 
including syndicated research and CSIA Quarterly, our membership 
magazine

• Discounts on training, events and functions

• Complementary professional memberships for up to 10 team members

• A certificate and  a digital trust-mark proclaiming your organisation’s 
membership

Our goal is to help you and your organisation network with likeminded peers. 
Professional members receive:

• Access to invitation-only thought leadership seminars and networking 
events

• Discounts on training, events and functions

• Access to member-only online content on the CSIA web portal, 
including syndicated research and CSIA Quarterly, our membership 
magazine 

• Recognition of member’s professional standing through use of the CSIA 
post-nominal letters

For more information about membership, visit csia.com.au.

BE PART
OF A BETTER 
EXPERIENCE

MEMBERSHIP



The Australian Service Excellence Awards (ASEAs) is Australia’s premier 
customer service awards program, recognising best practice and innovation 
in customer service and highlighting their importance in today’s business 
climate. Entrants see a range of benefits in participating in the ASEAs: 

• Recognising the organisation’s achievements in customer service, 
enhancing its reputation with customers and competitors

• Enhancing the customer service focus within the organisation, 
building both a greater confidence in working with customers and 
increased customer satisfaction levels

• Acknowledging and rewarding key team members for their 
contribution to the organisation

• Building the profile and legitimacy of customer service as a true 
profession

Winners receive :

• A complimentary one-year membership of CSIA

• Exclusive speaker opportunities at CSIA networking events

• Use of CSIA’s Australian Service Excellence Award logo in their 
marketing  as well as featuring on the CSIA website and associated 
publications

• A media kit to support your organisation’s promotional efforts

• For organisations, automatic entry into the International Service 
Excellence Awards (ISEAs)

For more information on CSIA and its programs, contact us on 1300 912 700 or info@csia.com.au

RECOGNITION


