CUSTOMER SERVICE TRAINING ASSOCIATION - THURSDAY 27 MAY 2010

Venue: Dominion Theatre, The Gallery, Tottenham Court Road, London

8.45     Tea, coffee and Registration

9.30
Welcome and opening remarks

Don Hales opens the meeting and provides feedback from the last meeting.

9.45
Introductions and Icebreakers

This is the opportunity for new delegates to get to know every one and contribute their favourite icebreaker.  

10.15
"Playing To Win: delivering customer service excellence across cultures" Dr Deborah Swallow, International Speaker, Author & Business Consultant on Global Cultural Diversity, Intercultural Communications & International Business Practices

Developing authentic and respectful communication skills for delivering customer service excellence across cultures is an integral part of both corporate brand and people performance.  However, it offers many challenges. We need to be aware of not only what we say and how we say it, but also what our customers expect from us. The more we know about how to adapt to our foreign customers, the more they will understand, and be able to take an active part in the interaction. The more we understand the cultural dimension, the greater our chance of hitting home with the message we want to give, on the level that the customer understands and feels happy with. When we get it right, we can build relationships and trust. When we get it wrong…
11.00
Tea & coffee

11.15
Peter Sinden, LV=, Peter led his company to win the Call Centre of the Year (over 100 seats) in the National Customer Service Awards and this presentation is a case study showing how they achieved this accolade.
 
12.00
The Secrets to Customer Success (and Your Success), JD Glover
Ultimately, our payoffs are measured by our Customer’s success and you have to want ‘their success’ –constantly measuring and improving – constantly questioning the current thinking.  Customer Success requires us to work hard.  While there is no substitute for working hard; However, by applying these ‘secrets‘, you will improve your Customers’ experience with your products and services, increase Customer commitment, and drive major improvements to your sales, cash-flow, and profits.  

13.00
Lunch

14.00
Brand Yourself to stand out from the crowd…., Lesley Everett, Creator and Managing Director of Walking TALL
Lesley Everett is a recognised expert in Personal Branding. She has delivered her renowned Walking TALL Methodology in 17 countries, across 4 continents to date. In this session Lesley will share with you her 7 Big Strides to building and maintaining your Personal Brand and for increasing your visibility and brand profile to walk tall in today’s competitive market. 

14.45

Tea & coffee
15.00
Unleash your people potential: how people development and skills are the core to establishing Service

             Excellence, Oke Eleazu, Managing Director, think outside in
This session will be of interest to any service organization interested in how to engage, develop and motivate their staff to deliver service excellence.
Much is spoken about how to deliver service excellence and how key understanding customers expectations are in delivering it. However, the people delivering the service are of equal importance. The role of the employee is changing as both technology improves and customer expectations increase. This presentation will focus on the service excellence model created at the UK’s largest private healthcare customer service centers and the role that it’s people had in establishing world class customer service. It will also explore the changing nature of the demands on modern customer service agents, as well as tools and techniques for optimizing their performance.

15.45   Close 

Next Event will take place on the 8 July 2010. This event is a joint Event with SOCAPiE hosted by Boots the Chemist, Nottingham. Bookings are now taken. 






