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													An Intensive 5-day Training Course

													Customer Management Specialist

													(Managing Service Quality and Customer Satisfaction)

												

									

				
					
							Format: Classroom, Live/Online
	Duration: 5 days
	Language: English
	Accredited: ILM Endorsed Training, CPE, KHDA Certified training courses
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					INTRODUCTION

				

				
					
Customers always were the life-blood of any enterprise. The rise of Internet technologies and especially Social Media has re-shaped the entire business environment, destroying many traditional points of Strategic Differentiation and making the Customer Experience, the central point of their Strategy. The Customer Experience is the last sustainable Strategic Battleground.  To survive in this New World, companies must use skills, tools and techniques to ensure the Customer’s Experience is front and centre in their proposition.

The strategic goal for any enterprise must be to understand what the customer decides is quality and then to be able to produce and deliver that quality in a consistent, cost-effective manner.

In this EuroMaTech training course, you will:

	Learn about Customer Service and Quality Management Tools
	Learn how to improve Customer Satisfaction
	Improve your people skills
	Learn how to proactively manage and control expectations
	Develop tools and models to enable you to consistently deliver a high-quality product or service to both internal and external customers.
	Understand how to thrive in this new world of SEO, Social Media and Instant, ‘Always on’ peer-review.

				

			

		

	

		
		
		
			
								
					
						TRAINING OBJECTIVES

					

					
						
	Describe how to use Quality Management tools and methods
	Build strong customer relationships
	Help influence and set customer expectations
	Measure their own degree of customer focus and be able to apply a variety of methods to get closer to the customer
	Implement improved people skills to enhance customer service
	Improve service to internal customers as well as external customers
	Use skills to build effective relationships.
	Develop Strategies and Skills for harnessing Internet and Social Media tools to create and maintain meaningful and sustainable relationships with Customers.

					

				

								
					

				

								
					
						WHO SHOULD ATTEND?

					

					
						
	Directors and those responsible for Profitable growth within the Organization.
	All business professionals in customer facing positions or with specific responsibilities for Service Quality and Customer Satisfaction
	Personnel new to the role, as well as more experienced officers seeking to examine and enhance their service quality and customer satisfaction skills
	Marketing professionals looking for a compelling strategic edge in the market
	Team leaders looking to relate to their teams and to higher management.
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					TRAINING METHODOLOGY

				

				
					
The Customer Management Specialist training course will be highly participative and will include a wide range of methods including presentations, discussions, videos, case studies and exercises. We will look at examples of Global Best Practices in the use of Social Media tools and tactics in Customer Relationship Management.  Where appropriate, these will include real issues brought to the training course by delegates.
				

			

		

	

		
		
		
			
								
					
						TRAINING SUMMARY

					

					
						
After completing the Customer Management Specialist training course, delegates will be equipped with the tools, models, skills and confidence to improve and enhance current practices, develop new processes and monitor their success.

This EuroMaTech training course will help delegates become customer service champions and equip them with the appropriate confidence, skills and tools to turn any department into a world-class service provider and the envy of all other internal customers.
					

				

							

		

	

		
		
		
			
				
					TRAINING OUTLINE

				

				
												
								Day 1: Introducing Quality Management and Customer Services

							

							
								Introduction to Quality Management
	The history of Quality in Business
	Basic Quality Concepts
	What is it that Customers Want
	How can we calculate the total cost of Quality
	Customer satisfaction is a perception and can be managed
	Setting Customer Expectations
	Changing Internal Perceptions
	Getting Closer to Customers, Understanding Value
	Understanding Customer Needs and Expectations
	Commitment Starts at the Top of the Organisation

							

														
								Day 2: Service Quality Tools & Techniques

							

							
								Five steps to Effective Quality Management
	Beginning with measurement
	Then we need methods of Control
	Continuous Improvement
	Service Quality Tools and Techniques
	Tools and approach to be used to include

	Integrated Quality Management Systems
	ISO
	Balanced Scorecard
	Six Sigma
	Questionnaires
	Pareto Analysis
	Nominal Group Technique
	Cause and Effect Analysis
	Solution Effect Analysis
	Selection Grid




							

														
								Day 3: Managing Customer Expectations

							

							
								Exceeding customer expectations every time
	Determining how to exceed expectations
	It’s the little things that matter – increased satisfaction at minimal cost
	Asking for feedback on performance
	Ongoing evaluation of effectiveness to ensure satisfaction
	Maximise the value you deliver
	Understanding different customer styles

							

														
								Day 4: People Skills to Deliver Excellent Customer Service

							

							
								Back to basics – communicating with our customers
	Identify Listening Styles for you and your customer
	Building Rapport
	Influencing skills
	Persuasion techniques
	Dealing with Difficult Customers
	Understanding Customer Behaviours
	Understanding where Anger comes from
	Developing Emotional Intelligence

							

														
								Day 5: Operating Virtually & Making it Happen

							

							
								Best Practices in using Social Media
	Search Engine Optimization Masterclass
	Using the tools, models and techniques discussed so far in 2 case studies

	A Real-Life case study (in small teams)
	Your own work situation (in same-company groups or alone)



	Producing a Plan of Action to take back to the office
	How to improve customer satisfaction in 5 quick steps
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					Do you have any questions about this course?

					ENQUIRE

					SEND VIA EMAIL

				

				
					Do you wish for us to conduct this course at your premises?

					Discover In-House Solutions

					Request for In-house

				

			

		

	

		
	
		
		
			
				
					
						ACCREDITATION
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										ILM is one of the largest specialist Institutes for leadership & management development. EuroMaTech is a life-time Approved Centre with ILM (ID No. 002398) and have gained ILM Endorsement for a number of training seminars, allowing participants to get ILM Certificate through work-based training sessions.
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										EuroMaTech is registered with the National Association of State Boards of Accountancy (NASBA) as a sponsor of continuing professional education on the National Registry of CPE Sponsors. State boards of accountancy have final authority on the acceptance of individual courses for CPE credit.
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										Euromatech is a Knowledge & Human Development Authority (KHDA) approved training institute in Dubai, licensed and approved to deliver training courses in the UAE.

The KHDA is the regulatory authority in the UAE, that oversees administering, approving, supervising, and controlling the activities of various education providers in the UAE.  We are proud of our commitment to ensuring quality training courses and status as a KHDA-approved training provider.

Taught by our team of highly qualified trainers, our KHDA approved training courses will provide you with an enriching learning experience and practical knowledge that will help you future-proof your career and support professional development within your organisation.
									

								

							

												

				

			

		

	

		
					
		
		
			
				
					OTHER POPULAR COURSES

							
			
						
			
				
					
						Professional Certificate in Managing & Leading Strategic Communication

					

					
							Duration: 5 days
	Format: Classroom


					

					VIEW DETAILS 

				

			
			

						
			
				
					
						Public Speaking Training:

					

					
							Duration: 5 days
	Format: Classroom


					

					VIEW DETAILS 

				

			
			

						
			
				
					
						Executive Training in Debate & Public Speaking

					

					
							Duration: 5 days
	Format: Classroom


					

					VIEW DETAILS 

				

			
			

						
			
				
					
						Customer Focussed Organisation Best Practices

					

					
							Duration: 5 days
	Format: Classroom


					

					VIEW DETAILS 

				

			
			

						
			
				
					
						Mastering Corporate Communications

					

					
							Duration: 5 days
	Format: Classroom
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						Cx - The Customer Experience

					

					
							Duration: 5 days
	Format: Classroom, Live/Online
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						Customer-Centric Selling Master Class

					

					
							Duration: 5 days
	Format: Classroom, Live/Online
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						Public Relations & Corporate Communications

					

					
							Duration: 5 days
	Format: Classroom
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						Public Relations Professional
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	Format: Classroom
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						Customer-Centric Selling Master Class

					

					
							Duration: 5 days
	Format: Classroom, Live/Online
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Media City – Dubai, U.A.E

Phone Dubai: +971 4 457 1800

Email: info@euromatech.com

Tax Registration Number:
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Germany
Ghana
Gibraltar
Greece
Greenland
Grenada
Guadeloupe
Guam
Guatemala
Guernsey
Guinea
Guinea-Bissau
Guyana
Haiti
Heard Island and McDonald Islands
Holy See (Vatican City State)
Honduras
Hong Kong
Hungary
Iceland
India
Indonesia
Iran
Iraq
Ireland
Isle of Man
Israel
Italy
Jamaica
Japan
Jersey
Jordan
Kazakhstan
Kazakhstan
Kenya
Kiribati
Korea
Korea
Kuwait
Kyrgyz Republic
Lao People's Democratic Republic
Latvia
Lebanon
Lesotho
Liberia
Libyan Arab Jamahiriya
Liechtenstein
Lithuania
Luxembourg
Macao
Macedonia
Madagascar
Malawi
Malaysia
Maldives
Mali
Malta
Marshall Islands
Martinique
Mauritania
Mauritius
Mayotte
Micronesia
Moldova
Monaco
Mongolia
Montenegro
Montserrat
Morocco
Mozambique
Myanmar
Namibia
Nauru
Nepal
Netherlands
Netherlands Antilles
New Caledonia
New Zealand
Nicaragua
Niger
Nigeria
Niue
Norfolk Island
Northern Mariana Islands
Mexico
Norway
Oman
Pakistan
Palau
Palestinian Territory
Panama
Papua New Guinea
Paraguay
Peru
Philippines
Pitcairn Islands
Poland
Portugal
Puerto Rico
Qatar
Reunion
Romania
Russian Federation
Rwanda
Saint Barthelemy
Saint Helena
Saint Kitts and Nevis
Saint Lucia
Saint Martin
Saint Pierre and Miquelon
Saint Vincent and the Grenadines
Samoa
San Marino
Sao Tome and Principe
Saudi Arabia
Senegal
Serbia
Seychelles
Sierra Leone
Singapore
Sint Maarten (Netherlands)
Slovakia (Slovak Republic)
Slovenia
Solomon Islands
Somalia
South Africa
South Georgia & S. Sandwich Islands
Spain
Sri Lanka
Sudan
Suriname
Svalbard & Jan Mayen Islands
Swaziland
Sweden
Switzerland
Syrian Arab Republic
Taiwan
Tajikistan
Tanzania
Thailand
Timor-Leste
Togo
Tokelau
Tonga
Trinidad and Tobago
Tunisia
Turkey
Turkey
Turkmenistan
Turks and Caicos Islands
Tuvalu
U.S. Virgin Islands
U.S. Minor Outlying Islands
Uganda
Ukraine
United Arab Emirates
United Kingdom
United States
Uruguay
Uzbekistan
Vanuatu
Venezuela
Vietnam
Wallis and Futuna
Western Sahara
Yemen
Zambia
Zimbabwe
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Country*
Afghanistan
Albania
Algeria
American Samoa
Andorra
Angola
Anguilla
Antigua and Barbuda
Argentina
Armenia
Armenia
Aruba
Australia
Austria
Azerbaijan
Azerbaijan
Bahamas
Bahrain
Bangladesh
Barbados
Belarus
Belgium
Belize
Benin
Bermuda
Bhutan
Bolivia
Bonaire
Bosnia and Herzegovina
Botswana
Bouvet Island (Bouvetoya)
Brazil
British Indian Ocean Territory (Chagos Archipelago)
British Virgin Islands
Brunei Darussalam
Bulgaria
Burkina Faso
Burundi
Cambodia
Cameroon
Canada
Cape Verde
Cayman Islands
Central African Republic
Chad
Chile
China
Christmas Island
Cocos (Keeling) Islands
Colombia
Comoros
Congo
Congo
Cook Islands
Costa Rica
Cote d'Ivoire
Croatia
Cuba
Curaçao
Cyprus
Cyprus
Czech Republic
Denmark
Djibouti
Dominica
Dominican Republic
Ecuador
Egypt
El Salvador
Equatorial Guinea
Eritrea
Estonia
Ethiopia
Falkland Islands (Malvinas)
Faroe Islands
Fiji
Finland
France
French Guiana
French Polynesia
French Southern Territories
Gabon
Gambia
Georgia
Germany
Ghana
Gibraltar
Greece
Greenland
Grenada
Guadeloupe
Guam
Guatemala
Guernsey
Guinea
Guinea-Bissau
Guyana
Haiti
Heard Island and McDonald Islands
Holy See (Vatican City State)
Honduras
Hong Kong
Hungary
Iceland
India
Indonesia
Iran
Iraq
Ireland
Isle of Man
Israel
Italy
Jamaica
Japan
Jersey
Jordan
Kazakhstan
Kazakhstan
Kenya
Kiribati
Korea
Korea
Kuwait
Kyrgyz Republic
Lao People's Democratic Republic
Latvia
Lebanon
Lesotho
Liberia
Libyan Arab Jamahiriya
Liechtenstein
Lithuania
Luxembourg
Macao
Macedonia
Madagascar
Malawi
Malaysia
Maldives
Mali
Malta
Marshall Islands
Martinique
Mauritania
Mauritius
Mayotte
Micronesia
Moldova
Monaco
Mongolia
Montenegro
Montserrat
Morocco
Mozambique
Myanmar
Namibia
Nauru
Nepal
Netherlands
Netherlands Antilles
New Caledonia
New Zealand
Nicaragua
Niger
Nigeria
Niue
Norfolk Island
Northern Mariana Islands
Mexico
Norway
Oman
Pakistan
Palau
Palestinian Territory
Panama
Papua New Guinea
Paraguay
Peru
Philippines
Pitcairn Islands
Poland
Portugal
Puerto Rico
Qatar
Reunion
Romania
Russian Federation
Rwanda
Saint Barthelemy
Saint Helena
Saint Kitts and Nevis
Saint Lucia
Saint Martin
Saint Pierre and Miquelon
Saint Vincent and the Grenadines
Samoa
San Marino
Sao Tome and Principe
Saudi Arabia
Senegal
Serbia
Seychelles
Sierra Leone
Singapore
Sint Maarten (Netherlands)
Slovakia (Slovak Republic)
Slovenia
Solomon Islands
Somalia
South Africa
South Georgia & S. Sandwich Islands
Spain
Sri Lanka
Sudan
Suriname
Svalbard & Jan Mayen Islands
Swaziland
Sweden
Switzerland
Syrian Arab Republic
Taiwan
Tajikistan
Tanzania
Thailand
Timor-Leste
Togo
Tokelau
Tonga
Trinidad and Tobago
Tunisia
Turkey
Turkey
Turkmenistan
Turks and Caicos Islands
Tuvalu
U.S. Virgin Islands
U.S. Minor Outlying Islands
Uganda
Ukraine
United Arab Emirates
United Kingdom
United States
Uruguay
Uzbekistan
Vanuatu
Venezuela
Vietnam
Wallis and Futuna
Western Sahara
Yemen
Zambia
Zimbabwe
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