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Skills Development Program

Customer Service
For Frontliners

Feb 20, 2021 (Online)
Feb 27, 2021 (On-Campus / Hybrid)

9:00 am to 1:00 pm

Investment
PKR: 12,000/-

Exclusive of 5% SST
Fee Includes: Course Material,
Refreshment, Certificate & Business
Networking

Who Should Attend?

Frontline Customer Service Representatives
Team Leaders

Department Managers
Account Managers
Customer Service Managers

Registration Link: https://tinyurl.com/CSFF2020
besdpa@iba.edu.pk [ sdp.iba.edu.pk Tel: 021-38104700-01 | Ext. 1801, 1811, 1813, 1541
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Overview:

Achieving customer service excellence is not accomplished by accident, nor is it attained
without effort and teamwork. It requires well-trained customer service professionals who
have a passion and commitment for providing quality service. This program emphasizes
the professional communication skills and actions that are necessary to create the
foundation for continuous improvement. In todays customer-orientated business
environment, ‘people and service skills” are critical for organizational effectiveness and
competitiveness. The program stresses the importance of providing customer service
excellence in a competitive environment coupled with proven strategies for service recovery,
and negotiation techniques for dealing with difficult customers in a professional manner.

This workshop will help participants to:

1. Identify the key components that promote customer retention and loyalty.

2. Learn and understand the practices of world-class customer service providers.
3.Working with different customer styles

4. Managing emotions in stressful situations

5. Utilize interpersonal skills as vital tools in the provision of customer service.
6. Organize a streamlined customer service feedback process.

7. Develop a customer focused approach for continuous improvement.

8. Improve skills in conflict resolution.
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Trainer's Profile:

Mohsin Ahmad Bhatti is a graduate from the University of Wales and is
a Certified Soft Skills Trainer.Mohsin specializes in unleashing human
genius through corporate training and performance management
initiatives that assist in architecting excellence in organizational
culture. Over the years, he has developed many branded training
products that can be customized to meet specific requirements of
projects/ organizations across the private & social sectors of different
countries & cultures.He has worked in 3 continents and 6 countries over
the years and frequently travels for different assignments.

Worked with:

- Toyota Indus Motors, Pakistan

« British Gas, UK

Pearl Sand Island Resort, Maldives
- Planet Organic Ltd., UK

» Maroc Telecom, Morocco

« S & P Global, Pakistan

- Sindh Revenue Board, Pakistan

» British Red Cross, UK

«USAID, Pakistan

- Group M, Pakistan

« Meezan Bank, Pakistan

« National Bank of Pakistan

« Pakistan State Oil

« Al Karam Studio
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REGISTRATION OPEN!

DON'T MISS THIS OPPORTUNITY!

Payment can be made via Pay Order in favor of "IBA Karachi"
(Pay Order will be received at IBA City Campus from 9 am to 4 pm).
Please follow the COVID-19 SOP while visiting campus.

Or deposit the cash/online transfer in the following MBL Account:
Account Title: IBA Karachi [ A/c Number: 9911-0101960067
Bank Name: Meezan Bank Limited [ Branch: Jubilee Market Branch
Branch Code: 9911 | Currency: PKR
SWIFT Code: MEZNPKKA | Bank Address: Meezan Bank Ltd,
Jubilee Market Branch, Karachi
IBAN # PK 43 MEZN 00 9911 0101960067
Branch License # : BRL 21250

Early Bird Discount of 15% on registering by February 13, 2021.
Group Discount of 10% for 2 or more & Group Discount of 15 % for
5 or more Participants. IBA Alumni 15% Discount.
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