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NORTHEAST REGION

TRAINING OPPORTUNITY





COURSE TITLE
IMPROVING ARMY CUSTOMER SERVICE (Formerly known as “Putting Customers First and Whatever It Takes”)




VENDOR
Army Logistics Management College
ATTN:  ATSZ-ASO-R
2401 Quarters Road
Fort Lee, VA  23801-1705




DATES/LOCATION
12 Nov 03, Aberdeen Proving Ground, MD




LENGTH
1 Day (8 Hours)




START/END TIMES
0800 – 1700 hours




COST
$28 (MIPR – Please send your MIPR to James Barnum but have it payable to:  NECPOC HRD, ATTN:  DAPE-CP-NE-M (Pat Hoffman), 314 Johnson Street, APG, MD 21005




REGISTRATION DEADLINE
Registration deadline:  1 Oct  03
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 410-306-1205, Send an email message to the Course Manager if you are interested in taking this course: mailto:james.barnum@cpocner.apg.army.mil




COURSE DESCRIPTION





This course provides a basic understanding and definition of a customer, the difference between internal and external customers and the concepts that the customer defines quality.  The following topics are presented:

· Customer Service Definition

· Commitment to Customer Service

· Categories of Customers

· Typical Customer Requirements

· What is Customer Service Impact of Unhappy Customers

· Dealing with Angry Customers

· Netiquette (E-mail) and Phone Etiquette





WHO SHOULD ATTEND/PREREQUISITES





There are no prerequisites for this course.  This course is open to all Government employees, both military, all rank and grade levels.  Class size will be limited to 30 students to ensure maximum communication and group discussion.





METHOD OF INSTRUCTION





Lecture with audience participation/interaction.





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





$28 paid by MIPR, NLT 1 Oct 03
(Please send your MIPR to James Barnum but have it payable to:  
NECPOC HRD
ATTN:  DAPE-CP-NE-M (Pat Hoffman)
314 Johnson Street
APG, MD 21005






