NORTHEAST REGION

TRAINING OPPORTUNITY





COURSE TITLE
ACHIEVING AND MAINTAINING EXCEPTIONAL CUSTOMER SERVICE AND PARTNER SUPPORT




VENDOR
Productivity Advisory Services, Inc., P. O. Box 763 Middleton, MD  21769-0763




DATES/LOCATION
6 & 7 April 2003, Aberdeen Proving Ground, MD, Building 5467




LENGTH
2 Days (16 Hours)




START/END TIMES
0800 – 1600 Hours




COST
$200




REGISTRATION DEADLINE
9 Mar 04
Call the Course Manager if you have a nomination but have missed the suspense; there may still be spaces available.




COURSE MANAGER
James Barnum, DSN 458-1205, Commercial number (410) 306-1205, Send an email message to the Course Manager if you are interested in taking this course: james.barnum@cpocner.apg.army.mil.  Please fax a copy of DD Form 1556 to the Course Manager, James Barnum, (410) 306-0163 for course registration.




COURSE DESCRIPTION





Providing exceptional customer service is no longer optional.  Today, “customer service” means “survival”.  This seminar is designed to assist manager, supervisors, and employees in developing exceptional loyalty and support of “external” customers while creating an environment of appreciation, respect, and recognition for “internal” customers – your co-workers or a.k.a. – your partners.  “Achieving and Maintaining Exceptional Customer Service and Partner Support” shows participants how they can create “customers for life” – both internally and externally – by anticipating, meeting, and exceeding their customer’s and partner’s expectations.

 WHAT IS COVERED? 

· How to keep, attract, and satisfy more customers ---Making customers feel special and, in return support your organization---becoming a “customer – driven “ organization.

· Identifying customer expectations and anticipations---seeing the customer’s point of view---how to maximize these opportunities to create positive service customers.

· Handling criticisms and complaints---problem-solving techniques---conflict resolution---creating a positive customer – focused environment---developing customer-focused teams.

· Working closely and successfully with internal partners---the key to results-focused partner interpersonal dynamics---results of negative partner interpersonal dynamics.





WHO SHOULD ATTEND/PREREQUISITES





All managers, supervisors, and employees who have contact with “internal” and “external” customers and partners and who want to significantly improve their overall productivity, quality of service, and personal impact upon their job and their department.  No prerequisites.

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





Lecture with group activities, presentations, role-plays, etc.





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. 





