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Choose from a selection of delightful courses prepared by great chefs of fus
Whoever said school was dull was wrong. We prepare our lessons with fre:
spices from around the world, in a trendy atmosphere.
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1.Let’s talk about us

Our core vision not only relies on sight, but on all the senses. You will enjoy a different
learning experience in a school that hears and understands the students, that touches
and retouches the everyday, changing realities of the society.

Customer Service School shares its seventh sense, a business oriented perspective,
which has a smell for talents and educates in good taste.

The Customer Service School expert team is marked by a traditional mission to provide
knowledge and to educate professionals, so that they can grow and invent new
dimensions of business success, by using in the most modern and groundbreaking
science communicating truly with all the people around us.

Customer Service School is your reliable partner which focuses all its resources to
offer relevant solutions for your business and training programs, according to the
specific industry and to your learning needs.
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1.Let’s talk about us

Over 10 years of experience in Customer Service:

AREEEEE R

11 years of know-how concerning Customer Care department management
Coordination of 15 functional teams (Telesales, Customer Care, Loyalty,
Retention, Back Office etc.);

2 years of experience in Customer Experience projects, which are adapted to the
specific client contact points;

3 years of delivering Customer Service courses, Mystery Shopping and customer
satisfaction surveys;

Management Consultancy for Customer Care strategy development;

2 major Contact Center start-up projects;

Vast experience in personnel recruiting and selection for Customer Service,
Telesales and Collection departments.

Over 7 years of Retail know-how:

v~ 2 years of experience in retail network development — store openings;
v~ 5 years of experience in operational retail management;
v~ 7 years of experience in retail sales force management.
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2. Experience premium consulting services

Customer Service School provides the knowledge you need to organize and maintain
an optimal model for your organization’s business growth.

We have a taste for cost effective and innovative change. Our team is capable to
provide full service call center consulting practice. You can make a competitive move
through expert advice and recommendations based only on your organization goals,
needs and best practices, with our extensive contact center expertise.

Overall, what’s in it for me?
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Ability to bridge strategic recommendations with tactical implementation
Onsite, interactive consultancy process

Assessment Plan definition and running in order to assure efficient gathering of
information

Opportunity and strength identification that support business growth
Weakness and threat detection that could cause stagnation or failure
Strategic action plans resulted from assessments

Targeted action points, business owners, deliverables

Complete communication process for the new Business Plan

Strategic best practices and how they are applied to the client's call/contact
center are identified early on in the process

New Business Plan which incorporates specific actions that also address
predetermined gaps

Development and Action Plans for the business related areas: Strategic
Objectives, Customers, Budget, External Medium

Efficient and consistent communication between all functional departments.
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Customer Service School general procedure for unfolding the
consulting process

How it works

We work together in finding the best strategic pattern that suits your goals. The internal
staff and the consultants closely analyze your business architecture and, as
opportunities are identified, they are addressed immediately. Substantial improving
results will be seen much earlier than with a conventional approach.

¥~ By having a regular governance plan with business stakeholders we connect ideas
and facts.

v~ The base for change is set in the assessment phase. The on-site consulting
experts work hand-and-hand with internal staff.

v~ Consulting team is interacting with your staff 24X7.
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Customer Service School’s expertise

Customer contact areas:

v~ Strategic assessment of performance for multi-channel and conventional contact
centers. Our expertise includes developing the strategic and tactical process
maps for performance improvement trough expert advice regarding timelines,
resources, people, processes, and technology.

v~ Alignment of call center processes to the organization’s strategy and goals.
v~ Customer retention improvement, staff optimization, and cost efficiency.

v~ External vendor technology assessment and selection. Our expertise includes
developing the functionality requirements, the business case (including ROI),
external vendor short list and RFP's.

v~ Outsourcing operational divisions for conventional contact centers.

v~ Relocation process for multi-channel or conventional contact centers. Outsourcer
vendor assessment and selection. Our expertise includes developing business
requirements, business cases, ROIl's, outsourcing strategy, planning, and
implementation and testing.

v~ Core contact center processes redesign. Our expertise includes requirements and
redesigned processes to improve first call resolution and increase efficiency.

Industry Expertise - B2C & B2B sectors:

ﬁ Auto \ ﬁ Government Contracting \
A HealthCare & Human Health

Insurance A Soryi

AREEC L ervices

A anking L ) A High Tech Equipment, Application
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A Consumer Goods & Services A Manufacturing Operations

A Credit Card A Medical Products

A Electronic, Software & Hardware A Outsourcers Service Firm

Evaluation & Selection

Technology _

A Electric & Gas Utilities ﬁ ;Zgirr‘ace”t'ca's

A Engrgy & Engrgy Distribution & B Terfer 2 chare
Delivery Services

A Specialty Software
&Financial Services / K /
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Caution!
These courses
are dangerously cool!

Pick a cocktail of courses prepared by inspired knowledge-tenders.
Whoever said school was dull was wrong. We prepare our lessons like fresh drinks:
with minty information, exotic aromas and a base of solid local thinking.
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3. Training Program Portfolio

Customer Service School stands for new possibilities that will increase your business
value with competitive theoretical knowledge and operational expertise. Maybe isn’t in
our experts’ vocabulary. Results make the difference. Success is just a small
consequence of all the above.

Customer Service School Training Categories:
Contact & Call Centers
Customer Service

General Business

Collection Interactions — Basics

This workshop is addressed to collection representatives. It
provides a practical guide on handling collection interactions
with customers. The presented topics include: performance
indicators, approaching methods for collection interactions
and other operational elements needed for maximizing the
results.

Loyalty and Retention

v Learn basic and advanced techniques to maintain business

; _ relationships with existing customers. The program addresses

_anacr {hc_ $poll retention representatives, supervisors or management from
: ) the Customer Service Industry.
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Customer Complaints

Complaining can be good.

The Customer Complaints program focuses on customer care
representatives whom operate in face to face or by phone
relation with customers. It presents operational elements,
complaint management, communication techniques with
complainers, practical methods to solve the customer issues,
do's and don'ts in complaints. Learning how to make money
off complaints is a must have for any business.

Management and Leadership

“Lets go straight to number 1"...
maybe even further.

——

A Course on Management and Leadership.
Author Customer Sevvice School.

Change Management

Leading is knowing how to be led.

A complex, educational program, which is designed especially
for team leaders and managers. Learn all about team
management: leadership, performance management, reward
and recognition, operational elements etc.

Knowing when to transform your business.

A course that focuses on the change management process.
Techniques for planning, initiating, realizing, controlling, and,
finally, stabilizing change processes on both, corporate and
personal levels. The presented topics include planning for
Organizational Development Change and Reengineering.

First Call/Contact Resolution

Author; Customer Service School

One call. One brand lover.

This workshop was conceived to help Call/Contact Center
representatives increase customer satisfaction while
significantly reducing the call/contact center operational costs.
You will discover the advantages of implementing a First Call/
Contact Resolution (FCR) culture in your organization.
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Mathematics behind the Call Center

All about Call Center metrics! What do we report? How do we
report? What is the relevance of the analyses? The presented
topics include: Balanced Scorecard Rationale, connections
between the main indicators from a Call Center, main
indicators for a Call Centers. This course is a must have for
Call Center analysts, scheduling/planner specialists or for the
Call Center management.

Workforce Management

H Heart of Gld,
an Hem of Steel

Quality Monitoring

RIG

A Course on Qualty Monkonng

A course that provides basic and advanced techniques, which
ensure the optimum number of agents, while keeping the right
qualitative performance indicators. You will see the
importance of staffing in the call center, and understand that
workforce management is as much an "art" as it is a
"science". Experience a complete guide for Call Center
scheduling/planner specialists or Call Center management

The workshop is addressed to supervisors, team leaders and
managers which operate in the Customer Service industry.
This learning concept provides assessment tools on
performance monitoring and evaluation. The presented topics
include: performance indicators, methods on managing
performance for start-up and experienced teams, and
solutions on managing processes and procedures.

Voice of the Customer versus KPIs

Thinking, Making and Achieving 1)
e

Veice of the castamer vs. Kif's.
Aather: Customer Service Schesl.

A workshop that reveals efficient methods for identifying the
customer’s voice and for evaluating the gap between what
customers want and what the measured performance
indicators state.

=

Customer Service School

Learn together. Win alonge

www.customerserviceschool.ro

© Copyright 2009 Customer Service School - All the rights reserved



Strategic Objectives versus KPls

A Course on basic
and advanced tochniques 1oe Up-seil
Author: Custamer Service School.

Phone Skills Basics

e
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Frontline Basics

are

Customer

A workshop that reveals how to close the gap between
strategic objectives and performance indicators. How do we
make objectives measurable? How do we act and how do we
measure the objectives?

This course is conceived for customer service representatives
and sales/order desk representative. It includes approaching
methods for phone interactions and face to face interactions.
It offers a real image of what up sell represents and efficient
methods for maximizing the desired outcome. You will have
the power to change the customers' perception about up
selling and you will improve your skills, so that each sale is the
right sale both for the client and the company.

This program addresses customer service representatives
which operate in Call Centers. Key performance indicators in
Call Centers, communication techniques (external and
internal), customers' perception about customer service, all
represent basic tools for Call Center improvement. Each
student will master important phone skills through our
interactive, group exercises.

This program addresses customer care representatives which
operate with customers face to face. Learning about key
performance indicators and customers' perception about
customer service in Call Centers, and practicing
communication techniques (external and internal), body
language and speaking techniques will make each client
interaction easy and efficient.
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