NORTHEAST REGION

TRAINING OPPORTUNITY





COURSE TITLE
KNOCK-YOUR-SOCKS-OFF CUSTOMER SERVICE




VENDOR
National Seminars Group

P.O. Box 419107

Kansas City, MO 64141-6107 




DATE/LOCATION
29 Jul 04 (Local VTT Sites)




LENGTH
1 day (6 hours)




START/END TIMES
0900-1600 (EST)




COST
$135 per person




REGISTRATION DEADLINE
29 Jun 04




COURSE MANAGER
Melissa Harvey, DSN 458-0189 or (410) 306-0189, Send an email message to the Course Manager if you are interested in taking this course: melissa.harvey@cpocner.apg.army.mil




COURSE DESCRIPTION





Here's What Your Staff Will Learn...

Master Knock-Your-Socks-Off Service Basics

· How to treat customers like friends and still maintain a professional relationship

· How to avoid committing the 10 cardinal sins that drive customers straight to the nearest competitor

· Why do some reps never seem to burn out?  Learn their secrets here

· How veteran service reps keep customers for life

Make Every Customer Feel Like Number One

· Expert listening techniques that let customers know they have your undivided attention

· How to read the subtle signs that tell you a customer isn't 100% satisfied

· 4 winning phrases that let customers know their satisfaction is your top priority

· The best way to deliver bad news without upsetting the customer

· When someone slips up -- here are the step-by-step actions you must take to regain a customer's trust and dedication

· 5 deadly phrases many reps use that destroy customer goodwill--and what to say instead

· How to make customers feel like they're receiving top-quality service, even when you can't deliver everything they want

· 9 pivotal actions you can take to project a more professional image to customers

Handle Difficult Customers With Confidence

· A simple phrase that defuses hot-heads in seconds you can get down to resolving their problems

· The best way to make customers understand their requests are unreasonable and to get them to compromise

· Proven strategies for dealing diplomatically with the 5 types of tyrannical customers who drive all reps crazy

· How to help customers realize when they're wrong--and a solution that lets them save face

· 2 valuable methods for weathering customer fury like a knock-your-socks-off service pro

· How to recognize and effectively handle customers who can't ever be satisfied -- without losing their business

· 9 stress-busters that'll alleviate tension and allow you to stay calm and collected under pressure

· How to convince cynical customers that you can and will do something to solve their problems

Go Above and Beyond Customer Expectations

· 5 keys to delivering service that's so good, it'll knock your customers' socks off

· How to show customers that you sincerely value their business, without being sappy or melodramatic

· A great technique for anticipating customers' needs -- even before they do

· How to avoid breaking promises and deliver service that goes the extra mile every time

· How to take the first, and most important step toward delivering exceptional customer service

· Why complaining customers are one of your most valuable resources...and how to reward them





WHO SHOULD ATTEND AND PREREQUISITES





 This course is designed for all employees. 

Check your Army Civilian Training Education and Development System Plan at http://cpol.army.mil/train/acteds   to see if course will satisfy the core competency requirements in your Career Program or Career Field.





METHOD OF INSTRUCTION





Interactive, live video teletraining





HOW TO NOMINATE





FAX Page 1 (front only), DD Form 1556 to HRD, NECPOC (410-306-0163 or DSN 458-0163) by the registration deadline. Make sure Blocks 17, 19, 23, 25, 27 and 37 are properly completed. Include nominee's email address and Training Coordinator's phone number and email address in Block 18. If deadline for registration has passed, call the course manager or check the Northeast Region Monthly Course Announcement to see if spaces are still available. Please notify the Course Manager if special needs are required to accommodate an attendee (wheelchair access, interpreter, etc).

Do not attend unless you have received confirmation from the course manager. Although we try to accommodate all training needs, faxing a nomination to us does not guarantee a space allocation. Check with your activity Training Coordinator if you have not received confirmation two-four weeks prior to the class starting date.





 CANCELLATION POLICY





Contact the Course Manager to withdraw your nomination prior to the registration deadline to avoid being charged for the course. After the registration deadline, you will need to contact the course manager to cancel and determine whether your organization will be charged. We will avoid charging whenever possible, but if we have contracted for the course and only have the minimum number required to pay the bill, we have no choice but to bill for late cancellations and "no shows."





BILLING INSTRUCTIONS





DD Forms 1556 cannot be processed unless blocks 27, 29 and 37 are properly completed. Click here http://cpolrhp.army.mil/ner/hrd/02tp/payment_options.htm for instructions. Also, please include your Training Coordinator's name, email address and phone number in block 18 on the DD Form 1556.





