“Bringing you the awareness of 5 Levels Excellence Service Mindset and 4R Customer Relationship

Building Principles with this highly experiential workshop.”

Course Description

As the old saying goes, “...the measure of a man is not how many servants he has but how many men he serves” and to
serve with passion is the most indispensable element towards winning with people, in order to make your business
standing out from competition. This program brings to you the awareness of the 5 Levels of Excellence Service Mindset
and how to arrive at the highest point through the 4R Principles of Customer Relationship building, through a highly
experiential workshop setup. It also presents you the application of FISH Principle to ensure your customer service is
outstanding and sustained at the UNBELIEVABLE Good Level, with easy to understand real-life stories plus practical tools &
techniques of excellent.

Course OQutcomes

By the end of this program, participants should be able to:

e Extend “Special Treatment” to the valued customers
e Provide “Timely Attention” to serve the customers in needs
e Deliver an “Assured Service” to comply with customers’ expectations

e Ascertain a “Reliable Product” to meet customers’ satisfaction

Page 1 of 4

Email: training@siegergroups.com | Visit us at: www.siegergroups.com



mailto:training@siegergroups.com

Course Content

1. Understand Excellent Customer Service Mindset

e What is customer service?

e Why we need to embed excellent customer service mindset?

o The skills-set and mindset of excellent customer service

e The FIVE (5) levels of customer service mindset to strengthen customer relationship

0 Basic

O Expected

0 Desired

O Surprising

0 Unbelievable

2. The 4-R Principle To Escalate Customer Relationship Building

e Receive your customers without pre-conceived judgment
0 The 'Lens' Concept
v" Who we are determines how we see our customers
0 The 'Pain' Concept
v Avoid being a hurting person who hurts the customers and is easily hurt by them
e Relate to your customers through rapport building
0 The 'Charisma' Concept
v" Customers are interested in the person who is interested in them
0 The 'Elevator' Concept
v" Make our customers feel important
e Reinforce your customer relationship building
0 The 'Gardening' Concept
v" All customer relationship need cultivation
0 The 'High Road' Concept
v Treat the customers better than they treat us
e Reframe your relationship with customers
0 The 'Exchange' Concept
v Instead of putting customers in their place, we must put ourselves in their place
0 The 'Confrontational' Concept
v Care for customers should precede confront the customers
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3. The F.L.S.H. Principle To Ascertain Timely And Excellent Service

e Create a Fun state of mind to spark interest in the customers
0 Say the magic words
0 Create the service 'magic' through body language
e Act based on customers' INTENTION to make their day
O Focus
0 Ask to clarify
0 Seek to understand
0 Take the right action
e Be there not only to SERVE, but to up your service
O Be proactive to serve
0 Make your service personal
e Hook your service in customers' heart
0 Generate moment of truth
0 Initiate moment of impact

4. Manage Difficult Moment With Customers

e Isthe customer really King?
0 The power of a positive NO!
0 Deal with difficult customer situation
v' Manage customer's expectations
0 Encourage customers to complain
0 Understand customers' expectation
0 Seek to delight the customers
e Manage service recovery to retain customer's loyalty
0 Things-To-Do when thing goes wrong
0 Right the wrong!
e The team spirit to put things right

Target Audience

This course is designed for any crew member who has direct contact with customers.
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Other Details:
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Payment to be made within 15 days from the date of the invoice.

All payments must be made by cheque/online transfer etc., drawn in favour of Sieger Training Consultants Pvt. Ltd. Sieger will charge on INR basis only.
Overseas clients will have to take care of all the training materials directly as briefed by Sieger Training. However, Sieger can procure some (which can be
transited) not all, on behalf of the client but any additional charges for custom clearance has to be taken care by client only.

Facilitators Travel & Food have to be taken care by the client

Clients will have to arrange LCD, Speakers, Mike on their own.

Cancellation of confirmed programmes shall be intimated one week in advance else 50% of the total charges shall be applicable.

Client will recognize the intellectual property rights of Sieger Training and such materials are not to be copied without prior written approval of Sieger Training.
Take all responsible steps to hold all Sieger Training copyrighted materials confidential to Client.

Guarantee that no training will be conducted using Sieger Training concepts or material is carried out for employees of Client and Client shall not use Sieger
Trainer's without the knowledge of Sieger Training Consultants (P) Limited.

Ensure that any materials of Sieger Training supplied to internal employee(s) are retained by Client and or returned to Sieger Training in the event that the
employee(s) ceases to be employed by the company;

Ensure that no substantive modification of course design or content occurs without the prior written permission of Sieger Training, which shall not be withheld
unreasonably;

Treat this agreement as confidential and not divulge its contents to third parties;

Inform Sieger Training of any internal procedures for the payment of invoices.

Follow us on

000060060

Let’s Stay In Touch Click Here To Subscribe SIEGER TRAINING INDIA Workshop Updates
Copyright (C) 2015, Sieger Training Consultants (P) Limited, All Rights Reserved.
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