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IPM HISTORY:

INSTITUTE OF PROFESSIONAL MANAGERS was created Five years ago as a private initia-
tive designed to offer postgraduate training programs in the field of business administration and se-
nior management in the United Arab Emirates, Qatar, the Arab Republic of Egypt &The launch-
ing of a group known professors and experts in the field of training and education in the Middle
East IPM Has been established for cooperation with major universities, colleges and business
schools and associations specializing in professional certification in the business administration

INTRODUCTION:

In this increasingly competitive world, customers are in a position
to demand forever increasing levels of service and quality. Rather
than simply react to their demands, successful companies are
proactive in the way they manage quality and continuously seek
to improve levels of customer satisfaction. In this program, 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 exceptions

PROGRAM SUMMARY
After completing the program, delegates will be equipped with the tools, models, skills and confi-
dence to improve and enhance current practices, develop new processes and monitor their suc-
cess.

This program 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

WHO SHOULD ATTEND?

. 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

PROGRAMME 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

TRAINING METHODOLOGY

The program will be highly participative and will include a wide range of methods including pre-
sentations, discussions, videos, case studies and exercises. Where appropriate, these will include
real issues brought to the program by delegates.

MDI CERTIFICATE FORMAT:

A framed certificate of completion will be awarded to class members who attend at least 80% of
the 40 training hours are granted by Management Development Institute through the College of
Business Administration at Missouri State University.
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PROGRAM OUTLINE

DAY 1&2 - 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 customer needs and expectations
. Commitment starts at the top of the organisation

DAY 3&4 - SERVICE QUALITY - TOOLS AND TECHNIQUES

. Five steps to Effective Quality Management
. Beginning with measurement

. Then we need methods of Control

. Continuous Improvement

. Service Quality Tools and Techniques
. Questionnaires

. Pareto Analysis

. Nominal Group Technique

. Cause and Effect Analysis

. Solution Effect Analysis

. Selection Grid

DAY 5&6 - 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 7&8 - 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 9&10 - MAKING IT HAPPEN

. A look at Quality Management Systems

. ISO, Balanced Scorecard, Six Sigma

. Producing a Plan of Action

. Improving customer Satisfaction in 5 quick steps
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ABOUT IPM EXAMS
IPM COURSES PRE-REQUISITE:

BACHELOR DEGREE IN ANY FIELDS

FOR NON-BACHELOR HOLDER:

IPM MEMBERSHIP:

IPM EXAM:

IMPORTANT NOTE:

Your name here photo
IEMBERSHIP GRADES - FELLOWSHIP here

IPM BOARD OF MIRECTORS
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