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Customer Relationship Skills Program
An engaging workshop by Idam Learning

Why Extraordinary Customer Service?

Research shows that the cost of retaining an existing customer is only a fraction of the cost of acquiring a new customer

                 
Secondly,. In this dynamic world customer in any situation/product always has multiple options and to gain customer loyalty though desirable is not always easy.
What this Program is about?     

This intervention gives us an opportunity to learn effective ways to deal with customers, co-workers and even family members. The focus is on managing all the interactions with the customers in a professional manner yet with human touch that makes the impact last longer. During the life cycle of a customer, there are many opportunities to deal with the customers, understand them, their needs, resolve issues/differences and ensure that the organization does all that is required and expected, to satisfy the needs of the customer. The focus will also be on learning new ways to create ‘WOW’ for your customers.


The journey will start with learning about oneself, knowing how we react to different situations at different times and choose new skills that will fit you and your particular situation.

The intervention will focus on building relevant skills around key conversations, attitudes and behaviours, such that participant becomes proficient, in building long term relationship with the customers, and towards meeting the organization’s objectives  effortlessly.





                            Proactive


                                                          

                                                          Preparation               Ownership

                                     The three Attitudes of being Customer Centric
Who will gain from this Program?    

This program is designed to benefit all the people who are engaged in servicing or managing long-term relationship with clients both external as well as internal. This will be relevant for people involved in managing institutional sales and servicing. People engaged in the following roles will benefit from this program.

· Project Management

· Sales Management

· Customer Relationship 

· Servicing Internal Clients

· Human Resource

· Operations 

· Accounts Managers


This program has been designed specifically for people who are engaged in servicing/selling, long/short term projects in IT, ITES, financial sector, industrial and institutional selling and any other industry where similar solution selling and servicing is involved.

What are the Program objectives?

· Enhance awareness about one’s style, strong points, opportunities and vulnerabilities.

· Understanding ‘customer relationship management’ life cycle and the complexities involved in each phase

· Mapping one’s own skills in each phase of the above life cycle and one’s own development plan

· How to understand customer requirements and explore explicit and implicit needs of the customers, even though customers have not yet thought of it

· How to influence the customer, to accept one’s own limitations and constraints and yet create positive outcomes

· Importance of working with ‘Dash boards’ and matrices

· Learning how to resolve conflicts, negotiate and generate win-win solutions in all customer situations

· Creating ‘WOW’ for customers under all circumstances


What is the content of the Program?

	Day 1

Understanding myself – This is also me

· Self reflection using some psychometric profiling instruments and tools

· Understanding one’s own communication style

· Understanding one’s own conflict resolution style

· Understanding one’s strengths and how to leverage those strengths
Understanding the needs of the customer

· How to explore and understand explicit and implicit needs of the customer

· Using the power of observation and listening deeply

· How do you develop mutual expectations, SLA’s and timelines that are mutually agreed

· How do you get to say “YES’ 

· How do you say ‘No’ to the customer

· How to use personal power to influence

                         
	Day 2
Managing difficult Conversations

· Understanding my own conflict management style

· Understanding negotiation strategies and their applicability

· How to arrive at win-win decisions

· Customer satisfaction feedback and analys
Creating ‘WOW’ factor
· Remediation/actions

· Working on wow

· Post delivery reviews

· Technology of sustaining long term relationships with customers

· Creating and sustaining networks

· Creating one’s own vision of customer intimacy

An engaging action plan



About Idam Learning

Idam Learning is a young and vibrant learning organization with a mission to  focus on designing and delivering interventions to facilitate individual growth and build skills thereby enhancing the person’s capability and performance; and working with enterprises and institutions in order to generate learning opportunities in the domain of change, adaptability, personal growth, skill development, leadership and customer care, with an objective to enhance individual growth, organization capacity building and performance.

We offer the following services as outsourcing solutions partner to the enterprises:

· Customized Talent development and Skill building solutions 

· Unique and special services for start up and emerging companies:

· Turn key outsourcing solutions for managing talent acquisition process
       We facilitate an environment where people learn to look within themselves and explore the 
inner resources. We design customized interventions to enhance individual and team effectiveness for individuals and enterprises. 

Facilitators

Uma Arora

Uma Arora is the founder member of Idam Learning and has a rich experience of two decades in leading high performing teams, managing operations and business side of the work.  She has certifications from National Training   laboratory, US and has been trained in ‘change management’ by Edgar Schein. She has been through several ‘Train the Trainer Certifications by ‘Centre for Creative Leadership’, Greensboro, US. Drawing upon her rich experience she brings an interdisciplinary, facilitative and result oriented approach to training and coaching. Uma holds a Post Graduate degree in Chemistry, an MBA degree from Faculty of Management Studies, Delhi University and a Degree in Law from Delhi University. 

Satish Koshal

Satish Koshal has diverse experience of over three decades in IT sales, software project management, global delivery management that included managing high value clients and developing large high quality professional teams. Satish holds an engineering degree - B.Tech.(Hons.), from IIT Kharagpur (1970) and is pursuing doctoral research on “Developing customer relations index using system dynamics approach’  He has been awarded Tata Group “Hercules League Award 2007” and the “Best Faculty Award” for innovation on associates ‘feel-good@work-place’ which resulted in improved employee and customer satisfaction and improved productivity in the workplace.“ 

                                             Workshop Fee Details 
Individual Participation Fee:

 Rs. 9800+10.30% ST per participant

Multiple Participation Fee:

 Rs. 9000+10.30% ST per participant

(2 or more from an organization)

Payment to be made via cheque/DD in favor of ‘Idam Learning’ payable at Gurgaon.

*Scholarships available for self sponsored, educational institutes and NGO’s.





      Registration

For registration please fill in the attached registration form (on page 5) and along with payment courier to the following address: 




Idam Learning, 1214, 2nd Floor, DLF Phase-4, 

Gurgaon. 122002

For more details on registration please contact:
Mumbai:            Preeti Talwar: 91-9811699830
                            Preeti.talwar@idamlearning.com
www.idamlearning.com





REGISTRATION FORM 



            Certificate Program on “Building Extra-ordinary Customer Relations”
23, 24 and 25 April, 2009

  Radisson Hotel, National Highway 8, Mahipalpur, New Delhi
Service Tax Registration No. – ABZPA9726DST001

(Please fill in CAPITAL LETTERS)

NAME: ________________________________________________________________

COMPANY NAME:_____________________________________________________

DESIGNATION: ________________________________________________________

JOB PROFILE:___________________________________________________________



____________________________________________________________

OFFICE ADDRESS:




RESIDENCE ADDRESS:

______________________________

______________________________

______________________________

______________________________

______________________________

______________________________

PHONE (O):____________________
           PHONE (R):___________________

MOBILE:______________________
           MOBILE:_____________________

EMAIL:_______________________
           EMAIL:_______________________

PAYMENT DETAILS:

CHEQUE/DD NO:_________________

AMOUNT: _______________________

DATED:__________________________

BANK:___________________________

(Please mention company name behind the cheque)

   Note: 
In case of more than one registration from the same company separate forms have to 
be filled for each participant and dispatched together along with necessary payment.
       Customer Centricity is a                     mindset as well as a skill      that needs to be woven into the fabric of every service individual in the organization


  








   Amazing examples, amazing knowledge, amazing                      d delivery, case studies and content. 





      Very Interesting reflection that has made me think about my approach towards managing clients.


  The flow of the sessions kept us curious for what’s next. That was wonderful.


    It’s been a wonderful experience. I have learnt many things, which I was aware of, however didn’t know how to use them in the right fashion.


 - Participant Feedback
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What is the methodology?





 	The Experiential methodology used will involve exercises, action learning, real life scenarios, case studies, reflection and sharing. Instruments to understand one’s own patterns of conflicts management, assertiveness and “One-o-one coaching” for reflection, feedback and facilitating application of new skills.











After the workshop- Next steps:


	 Our journey would not end here. After the successful conclusion of the workshop, the participants would be provided with two additional coaching sessions (one-o-one or telephonic) as mutually scheduled.














