


However, it wasn’t until that very point that we realised each other’s 
passion for great customer service and, I know this may sound a bit 
grand, our burning desire to make a real difference in how it was 
delivered by businesses that had customers.

Customers are valuable assets to any business and the quality of the 
service they get determines their loyalty and how they spend their 
money.

At that moment we felt that it was almost ‘our duty’ to share what we 
know because to do anything less would be a travesty!!! Well, I did say 
it was a bit grand....

So, over the following days we talked and created and brainstormed 
and distilled and before we knew it the idea had taken shape.  

Being training designers we know how to create learning journeys that 
are engaging and fun - and this one felt epic! 



You know what it’s like when you have a flash of inspiration and 
suddenly everything falls into place? – no gaps – just pure thought 
transforming from ideas to real life practical application.  Well, that’s 
where we were.  

The 4A’s of Customer Service was born.  

Four simple principles that are the core behaviours demonstrated by 
people who create great customer service experiences.  

It felt like we must have missed something.  ‘The concept is too 
simple’, we said – ‘it has easy and straight forward principles, it can be 
applied to any customer service role’..... Nah, we must have got it 
wrong.

So we checked and tried it out and checked it again and no matter 
what situation we applied the four principles to, it still worked. 

Appearance, Attitude, Attention and Accuracy.  Simplicity itself.

And spookily, they all began with ‘A’ (very convenient!)



Now we were on a roll and the idea started to grow.  Which brought us 
very quickly to the next big question - How can we showcase these 
principles that make it fun and easy to learn?  

What ‘not’ to do was easy.  We had seen some really uninteresting 
and downright boring customer service training in the past and it was 
really, really important to both of us that we avoided ‘uninteresting’.

But there was still something in the way.  Throwing off the corporate 
way of thinking, where introducing something a bit ‘left field’ was 
frowned upon is not very easy.  

It held us back at first, as we found ourselves self-censoring our most 
creative ideas and settling on safe well-trodden paths of learning 
engagement.  

And then the lightbulb went on – WE are in charge of what our 
business is about and there are NO LIMITS to our imagination.



POW! 

It was there...Superheroes....Customer Service Superheroes...The 4 
A’s with names to match. 

Alice Appearance, Andy Attitude, Anne Attention and Adam Accuracy –

Four amazing superheroes, each one owning and using one of the 4 
A’s superpowers.  Superpowers that they were keen to pass onto 
anyone who wanted to be a Customer Service Superhero just like 
them.  Those 4 A’s now had characters and names and purpose.

BAM! 

Our heroes became mentors and story tellers, best practice specialists 
and quiz masters.  They don’t need capes because they are just like 
Clarke Kent, ordinary on the outside but what they can do is 
extraordinary and that’s how they want their learners to be. 

Extraordinary.

Alice

Andy

Anne

Adam



ZAP! 

Make it all centre around an everyday shopping experience that 
everyone can relate to – buying a coat – and the 4 A’s are ready to 
share their knowledge and superpowers with the learners to make 
every customer experience a great one.

All of this took just a few days to bring together as an idea and to take 
shape with characters and plot so when the day came for us to leave 
the bank we were ready to start a new and exciting venture.

YIPPEE!

Then, just when we thought we had it all worked out, we went to a 
networking event in Bradford.  

There were a number of speakers that inspired us with their own 
stories but one really made a big impression on us.



He is a young man called Luke Hodson and he has a printing company 
called Awesome Merchandise.  

Apart from being young and enthusiastic about everything he does he 
has an amazing and intuitive understanding of what it takes to create 
great customer experiences.  

Listening to this guy talk about his business and his customer ethos 
just completely connected with us.  

And then he came out with this one line, this one line of words that 
neatly and simply wrapped up why he did what he did and thought how 
he thought.  

He said that everything about him as a business was to -

“Give his customers a reason to love him and keep coming back”.......

Luke Hodson



KAPOW! 

Just hearing that one line gave us our core idea its mojo.  Right after 
the speeches had finished we rushed over to speak to him. 

Can you guess what we said?  

“Can we pinch your line and use it for our business?’”

He of course said yes and we left the room on cloud nine.  

Now our Superheroes had a cause to champion with a strapline to 
match.

So, that’s the deal with the superheroes idea.  Four simple behaviours 
with a reason to be and a goal to achieve.

The 4 A’s of Customer Service Superheroes – giving your customers a 
reason to love you.  

Workshops, eLearning, blogs and a book (to come – watch this space) 
and all from one idea.



And that’s it!  

After that we created an amazing programme with the 4 A’s Superheroes 
right there in the centre.

Four basic behaviours that make Great Customer Service Experiences 
and when used together and consistently they make sure that your 
customers know that they are valued.

Do you want the amazing benefits that come from creating great 
customer experiences?

To find out more about the 4 A’s just 

1. Visit www.newchapterlearning.co.uk and read our blogs

2. Watch a preview of the 4 A’s eLearning programme on YouTube 

3. Get the eLearning course The 4 A’s How to be a Customer Service 
Superhero Programme – Giving your customer a reason to love you.

4. Want a workshop? Get in touch and try our 2 hour taster session!

letstalk@newchapterlearning.co.uk


