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CUSTOMER RELATIONSHIP MANAGEMENT

Input:

· Role of a Relationship

· Transition from Transaction Mktg. to Relationship Mktg.

· Building & Managing a Customer Service Network 
· Customer Acquisition, 
· Customer Satisfaction
· Customer Retention
· Customer Delight

· Principles of the Customer Orientation program - Customer lue 
· Moments of Truth & Exceeding Expectations

· Internal Alignment is Precursor to External Service

· Customer Oriented Communication

· Understanding Needs

· Offering Solutions

· Active Listening

· Visual Behaviour

· Importance of Assertiveness in Customer Communication

· Customer Orientation Style

· The Win – Win Paradigm

· Personal Action Plan

Methodology:
Lectures, Questionnaire, Exercises, Group Discussions, Games.

Benefit to the Participant:

· Move from transactions to relationship building 
· Improve response time with customers

· Build a life time value with customers

· Selling with a service mindset 
Batch Size: 15 – 25 participants.
Duration: 1 or 2 days depending on the intensity of input .
For whom is this program?

All service professionals 
All sales interface professionals 
Costs : Rs 2250 / = per participant per day 

Locations : Mumbai , Delhi , Kolkatta, Hyderabad, Chennai , Bangalore, Pune, Ahemadabad, Nagpur ,Jaipur , Baroda, Luckhnow , Bhubhaneshwar, Gauwhati , Vizag , Cochin , Coimbatore , Madurai, Indore , Raipur , Bhopal
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