Introduction
Alarge part of cuztomerzervicesuccess iz creating d seamles: experence. Customerhesd: are antizipated;
syztems arein place, emploves: are trained. The company runz like g well-oilled machine. Customer complaints
are never gy to hear Ifwe shiftfrom being defenzive to epporturistic, complaint: can be our bestfriend. [f we
donet lizten, rest azsured, the financial ztatem ent will commurnicate the news eventually.

Benefits

By the end of the programme participantz weould be akle o

ualiiy Customer Service

Programmes

University of Malaya City Campus

»  Understand theirreles gz customerservice perronnelin projecting the right imaas

» [Differentiate between customerzervice and quality custemerservice

v ldentify the needs of the cuztorners throuwgh apprepriate techrigues

» Apply cuztomerzervice techrigques in order to provide betterservice

»  Practize technigques in handling complaints in order to pacify them

» Apply propertelephone techniques and courtesiezwhen answering inguiries by callers

Programme Methodology

Aninteractive approach inwhich throughout the course itincludes the following:

» Role-plays
v Self-gzzeszment exercizes
»  Group dizcuszion and prezentation

»  Simulation gamesz in relation te the fopics dizcuszed

Study Materials

The participantz will ke grven Handouwt, Hetes and Certificate during this programme.

Content:

Hfective Customer Relations

“Wizion and miszion staterm ant
Composition ofzerice oyvcle

iflaments of truth — magic and mizeny
sClualitie: of a customerservice personnel

sBanafitz of quality service to the arganization and individuals

"The telephone and e-mailz

Quality Customer Service

Type: of service

Dimenzion: of service-Proceduralwersus Personal
"mportance ofzervice standards

Creatingthe Cuostomer’s Experience
sErowing the timing requirements

"Baing one step ahead

Skill of understanding threugh attentiverness
wSkillful liztening

Obtaining feedback

The communication basics

iatch words and aveord jargon

fiflatoh the customerzspeed and style
latch the intensity of concern and emotion
Setperronal-Mame calling iz good [the custermer’:s narme, that ig)

Developing Roppord through Magic Phrases

sareatings forrew and exizting custorm ers

sErvdd with finesze

Being emphatic

"Phrazesz forbeyvond customer’s expectations \
"The follow-ups

Handling Complaints

Wby cuztom ers are difficult?

Steps in handling complaints ]
Laarn to get difficult custorm ers onyour side "
wAction plan and follow-up '

Telephone Techniques and Courtesies
Craating the right imprezssion on the telephone
"Technigues in handling telephone calls
iflaintaining cheerfulres: and friendliness

A OF attitude

"The zound of vour voice

"Tachnigques of zending clearmeszages _
Skillz of receiving messages i




Facilitator
Aslini Abdullah

Azlint Abdullah graduated with a Bachelor of Artz Degree majoring in Economics in
Marthern llinsiz University, USA She haz gained vast exposure and experience
throwgh warious adminiztrative, superndzony and managenal positions thatshe held in
the banking, finarce and hoetel induztries.

Azlin had extenzive experience in fraining, perronnel adminiztration, employes
telaticonz and counzelling. In the fiald of hum an rezources development, she zerved
gz [raining Manager in d leading first-clazs hotelwith the rezpenzibkility for fraining of
gome 00 employeas of the arganization. 8z part of the Company’s succeszion
planningshe was rezponzible in designing the marnagementtraines programme and
otherrelated familiarzation of exposure programm ez for the staff.

she has conducted general development pregramm es which include time management and interperzonal
zkillz, managerial andsupendzeny programmes which comprize counzelling, stresz managem ent teambuilding,
leaderzhip zkills, motivation and custemerservice programmees for participants from anvmber of pubklic and
governmental bodies

Registration Form
Personcal Dok

M B E

REZIDEMTIAL

ADDORESS

TELEFHOME miOEILE PHOME ME MO

Employer Derbet

EmiPLCIY ER

QFFICE & DDORESE

TELEFHOME

Registration Fee: RMES0.00 only
Fovimentoon be made by coash orusEng crossed cheguefbank drioftf monevorder felegraphic frandfermads
pavabile fo WMC T ed.
ifvol wizh fo pay Mroogh TS Bank, pavmentshould b e made pavable o the accountb elowe:
AccountHame :UMCCed
Account Number : 14400009 148053
Bank : CIME Bank
Flecse zend o copy of vour bank-in sip to WAC Ced and o recedptof acknovedgementwild b e given.
Replacement or Cancellation
fvou are onabie fo attend, o subsitute oreplacementizalowsd atno exiio cosiprovided thata wiiten
rnotice izgiven IO WEEKS priorto the event Cancellafon from the course izsvbjectto the follovding:
f. Jeven 7l working davepiorto commencement—full refund
. Lezmthan seven (7l working davepiorto commencement— S0 B refund
i, Affercommencemeani—no efund wilbe made
Flecase note MatCANCEIATION BY PHONE willnotb e accepied. WA Ced musteceive g wittennofice as
menfioned above,

Forfurther informationfregiztration, please contact:
UNIVERSITY UMMERSITY OF MALAYA CEMTRE FOR CONTINUING EDUCATION
OF MA LAYA LewelZ, Block &, Univerzsity of Malayva Ciky Campus,

CENTIE for CONTIRING EDDCATION dalan Tun s ail, 50450 Kvala Lum pur
fer Tel: a03-261 73188 [Lakar) Fox a03-2a1 73165 Ernail: zakarim @um.edq.my






