“Service, in short, is not what you do, but who you are. It is a way of living that you need to bring
to everything you do, if you are to bring it to your customer interactions.”

- Betsy Sanders
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INTRODUCTION

A strong company will already have great customer relationships. But a smart company will always be
asking - What is a good Customer Service? How can it grow from good to great? What are the pitfalls
that many people experience when serving their customers? Does attitude count? What is the best way
to handle customers? What techniques can be used to reduce customer service stress? If you are not
constantly on the lookout for opportunities to improve your customer service, and find answers to
these gquestions, then your relationships will stagnate. It is important to find all the answers to have a
competitive edge in this complex market. To assist you in this process, we introduce our highly effective
and research driven intervention - “The Customer Centricity Protocol.”

While a variety of elements go into creating a successful business, customer service takes the
center-stage. Customer service excellence has always been and will'always be one of the critical competitive
advantages for any business. Every interaction the company has with a customer (or a potential
customer) can affect their bottom line. Often, customer service is what separates companies that
thrive from those that fail. This is why it is imperative that businesses invest in guality customer service
learning interventions.

“The Customer Centricity Protocol” is designed to give participants practical experience with various
tools and techniques to develop their own customer services capability'and strategy. These tools and
techniques have been developed through our extensive experience and research with highly successful
individuals and companies.

THE LEARNING UNIVERSE

“The Customer Centricity Protocol” covers a vast

learning universe which helps to rewire the brain
with explicit learning objectives. It encompasses
three overlapping realms: cognitive, affective and
psychomotor, all three part of the behavioral
domain. The heart of our approachis to use learning
interventions with practical application that help
organizations in their overall development. This
intervention focuses on three broad areas of learning
namely Personal, Managerial and Organizational
Effectiveness, thus facilitating complete development
of the participants. In addition, it also focuses on
concepts of Intellectual, Emotional, and Social space
to offer an end-to-end learning experience.




THE TRANSFORMATIONAL JOURNEY
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EXPECTED OUTCOMES

“The Customer Centricity Protocol” offers all the participants the required tools, strategies, tactics,
mindset, knowledge and practice that they need in developing customer service skills (both
external and internal) and competencies to get distinguished from the competitors and extend
their competitive advantage in the market.

This Intervention helps the participants to:

© Create, understand and refine the customer centricity vision of the organization

© Develop capability to comprehend, communicate and manage customer needs and wants
consistently

© Create habits of behavior and mind that enable internal and external customer centricity

© Build customer centricity into business planning and strategy mapping process and develop
measures that help build organizational capability

© |dentify best practices that enable and build sustainable customer centric culture

© Create a clear, customized strategy and a supporting action plan to progress and implement
Customer Centricity in the organization
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ABOUT SUCCESSWRKS

SUCCESSWRKS empowers organizations and individuals to create a success path for them. The fundamental
belief behind SUCCESSWRKS is to create a factory that spawns success for its clients through people
solutions. Our solutions guarantee success and excellence in all avenues of HR by partnering with the
client and becoming their trusted advisor.

At SUCCESSWRKS, we enable and activate a support system for our clients, crafting made-to-measure
HR solutions for them. We devise strategies that suit and delight our clients to deliver top-end HR
solutions. Our consultants come with hands-on experience of heading/managing HR function of very
large organizations spanning multiple countries coupled with rich consulting experience.

Our vision is to become a trusted advisor and solutions provider for all HR challenges ranging from assessment
and development of talent, enabling behavioral transformation, culture transformation, succession
planning, building a robust leadership pipeline, leadership transformation, learning and development,
employee engagement to organizational re-structuring, talent acquisition and customized turnkey
projects.

In a short period, we have built a pan India presence, serving more than 250 renowned MNCs and
Indian companies across the country.

Reach out to Shailja at +91-22-28732863 /+91-8879183426 or shailja@successwrks.in to know more about this intervention FOLLOW US
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