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Certified Customer Service Professional

1. CUSTOMER SERVICE

Customer service can be defined as ‘a series of activities designed to enhance the level of customer
satisfaction - the feeling that a product or service has met customer expectations.’

Poor service costs money, as it can take five times as much to go out and get a new customer as to
retain existing customers.

1.1. Who is Customer

Customers, buyers and chients want to pay a fair price for quality service or products, and feel
satisfied they have paid for a service/product and received what they have pa%l return. They

also want someone to take care of them. They need someone to understand their needs and help

answer them. They need someone to hold their hands and walk them thr rocess.
Customer service starts with the ability to listen to the cust ro polite
questioning what he/she needs or wants. 7 4

Customer service and contact with a client mean thmmmer rd and his/her
problems will not go unanswered or ignored. It also mean:s 1 ur client, his/her

likes-dislikes, 1deas, background, etc.

1s saying. If people do not
successful in handling them. Do

The other most important aspect to do 1s to listen to
understand what 1s motivating the customer,
research on customers, their habits,

requirements

Customer service 1s the provision of service to customers before, during and after a purchase. The
perception of success of such mteractions 1s dependent on employees "who can adjust themselves
to the personality of the guest'". Customer service concerns the priority an organization assigns to
customer service relative to components such as product mnovation and pricing. In this sense, an
organization that values good customer service may spend more money in training employees than
the average organization or may proactively interview customers for feedback.

From the point of view of an overall sales process engineering effort, customer service plays an
mmportant role 1 an organization's ability to generate income and revenue. From that perspective,
customer service should be mcluded as part of an overall approach to systematic improvement.
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Certified Customer Service Professional

One good customer service experience can change the entire perception a customer holds towards
the organization.

As mentioned earlier, customer service means providing a quality product or service that satisfies
the needs/wants of a customer and keeps them coming back. Good customer service means much
more - 1t means continued success, increased profits, higher job satisfaction, improved company
or organization morale, better teamwork, and market expansion of services/products.

Think about it places where you enjoy doing business - stores, petrol stations, suppliers, banks,
etc. Why, aside from the actual product or service they provide, do you like doing business with
them? You probably find them courteous, timely, friendly, flexible, interested, and a series of
other exemplary qualities. They not only satisfy your needs and help you in_youriendeavors but
make you feel positive and satisfied. You come to rely on their level of servi{ to meetyour needs
and wants.

w4 .
ven h zing but in
ew driver’s license or
ervice when you

On the other hand, let’s review a business you dislike pa
some cases do so out of necessity. Maybe it 1s the Poli
maybe it 1s the local store that carries a product you need
purchase. In both of these cases we are willin hypothes

marred by long lines, gruff service, mefhicient processi i

and unfriendly clerks or
y. In these cases you feel
abused, unsatisfied, and taken advantage of - in esserice,y ience 1s wholly negative.

etition for the services/products
mistry of Transport or the rude
on a good or service because n a
s elsewhere. Remember, good customer
customers and growth in business. Poor
s generally results I consumer
d dwindling business.

department store. This 1s the advant
competitive marketplace, the unsatisfied
service results in consumer sati I

customer  service,
dissatisfaction, lac
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2. CUSTOMER HANDLING

2.1. Understanding Customer Behaviour

Various theories have been developed explaining customers behavior and its sociological aspects.
According to consumer psychology, consumer’s choice and preferences are usually considered as
problem-solving and decision making sequence of activities, the outcome of which 1s principally
determined by the buyers intellectual functioning, rational behavior and the goals directed towards
processing of iformation. These consumer behavior theories mvest consumer with extensive
capacities to handle considerable quantities of information and thereafter engage in processing that
information to compare, contrast and evaluate alternative information for meeting the consumer’s

objectives. X
r 4
| e

flow by rational means. There has been a major evoluti omputers
and information systems have replaced activities of 1 1 1aking roles.
Organizations have developed computer and information ational decision

making, which was previously required human ef‘.
4
y system that needs to be
built upon the understanding of the consumer. The t of mvestment mvolved 1n

terms of time and money in the formation of s ystem within the system, but as
per the current business environm: ein I / computer can better deal with the

The companies have to not only understand the co

ys influence the customer but there are ways to modulate the product to
he customer and force an oblique confidence of the customer i the
the consumer are identified an outline of the product can be designed.

creafs
product. Once

The market 1s characterized by continuous changes in market composition, business practices and
the structure. Moreover, as a vendor the more information you are able to extract about your
customer the better you are in serving the customer.

2.2. Customers Expectations

There 1s a two-way relationship between the vendor and the customer n a service industry that
needs to be maintained and monitored on a regular basis. The primary focus of any organization 1s
to understand the perception of the customer, recognition of the needs and wants of the customer,
together with knowledge of the changes required to be made such as capacity, outlook, availability
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etc. It 1s very crucial to evaluate and express the changes in the current practices followed by any
organization. Also it is necessary to assess the requirements of the customer prior to the
engagement of any project, since imcorporation of any changes in the middle of the project can cost
heavily. An mncomplete picture presented at the beginning of the project can even fragment the
previous efforts leading to encapsulation of the whole system.

A method of designing of the project and its management mvolves thorough understanding of the
customer’s perception and matching the system around these perceptions. The reason for failure
of many projects 1s due to the belief of the system developer that users have no say in the
development of the system.

In order to visualize the system as a whole, a list of priorities must be metfor:facilitating the

development of customer’s expectations, such as { e

v Customer service requirements must be measured internall o }
v' Identifying the types of requirement to be established V
v Conducting interview and gathering information

v' Designing survey techniques used inside the clients busin
v' Establishing customer service standards by anzﬁng previo
v" Realizing the constraints and defining acceptable ranges

v’ Setting goals to meet the customer service require

’ i
been revi ey must then be acknowledged
tive 1S to kee!ﬁe requirements of the customer
ay arise in the future. The purpose

d the vendor relating to 1ssues of

Once all the requirements of the customers ha

properly documented for a clear
1s to resolve the differences betwee
requirements and specifications.

An agreement is
relationship a re
record of the vendo
Outsourcing projects
wants well’ developed ¢
work

. The agreement therefore facilitates a contractual
f expectation of the customer.

stems, but i order to maintain control of this there must be an option to

Vendor must fine the level of service explicitly at the beginning of the project and
mforming the clients a any type of changes that can cause delay in the completion of the
project. Therefore, a clear set of performance measures must be defined at the start of the project
to which both the parties (vendor and the client) agree upon. One of the reasons of dispute 1s
when the management does not feel that the suppler is providing the level of service promised at
the beginning of the project, which may ultimately lead to termination of the relationship and may
also impose litigation.

Alternatively, the company and the supplier should take the decision based on performance
measure that have been verified and approved.
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2.3. Building Customer Relationship

In order to retain the customer, it is very important for you as a service provider to build a healthy
relationship with the customer. It 1s very important to be passionate about what you are selling, the
company you are working for and your customer. You must be willing to help the customer and
solve their problems. A customer always prefers to buy form a salesperson that overtly shows the
belief in the product they are selling and the company for which they work.

In order to perform well and to build an excellent reputation amongst your customer it 1s very
essential to be honest, open and concerned about the customer’s need. Following are some points
that must be taken into account

} N

P

v You must be considerate about the needs and wants of your customer — +

v You must ask questions, take notes and learn in to show that are enngers

v" You must take interest in meeting your customer requireme - | |
v’ Share you network of contacts with your customer, give things 1 se.your.wvalue, like
referral to a partner, solution to a business problem o helping 1 ce.

v" You must always express your true intent by telli if.you are able or
unable to meet their requirements o,

v You must take approval from the customer tom)ve ahead n
way ahead of the customer’s prospected buying curve. This m

sing mcrements, don’t jump

ayy disinterest amongst the

buyer

v Don’t try to impress the customer by using/extensiv bulary as it may sound artificial,
mstead use simple and friendly

v Be very careful in using the pros name such as WheLXto use the first name only or title
and last name. You must not overus

v" You must ask the right question, wh S 1s right when you are able to move the
prospect from an intellectual ition of 1 ey have a problem that needs to be solved,

to an emotional s roblem in a way that will satisfy him

The amount of em and the way people perceive you i1s amongst the
crucial factors i det curve. These variables can be a changing point in your
career, a strong relationship with yo stomer 1s the essence of a successful career.

Itis a d difficult task for any business to retain its customer’s. But an effective

Building Marketing relationship with the Customer

Following are some of the qualities that a salesperson must possess to build a strong marketing
relationship with their customers.

v In order to maintain a good relationship with the customer, make sure you deliver what you
promise

v You must listen to the problems of the customer patiently and then provide appropriate
suggestions

v You must always answer your customer without keeping them waiting for long, since no
customer wants to listen to a recorded messages
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v The complaints of the customer must be handled with utmost care and dedication. It is very
important to keep your customer happy as a happy customer 1s a loyal customer

As a service provider you must concentrate on some of the key components in building
relationship for obtaining fruitful results.

v" You must communicate frequently to reach out to your customers, to keep your prospect
moving through the sales cycle without deviating from the motive of increasing sales

v" You communication must focus on product offered and sales services

v You must ensure that your customer is rewarded to remind your customer about your company
and the services being offered o

v" You must use every tool and opportunity to create interaction with your customers

v Enhance your customer service by assisting the prospect in every possible ﬂann“

° N
y

V4
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Certifications

» Accounting, Banking and Finance
— Certified AML-KYC Compliance Officer
— Certified Business Accountant
— Certified Commercial Banker
— Certified Foreign Exchange Professional
— Certified GAAP Accounting Standards Professional
— Certified Financial Risk Management Prafessional
— Certified Merger and Acquisition Analyst
— Certified Tally 9.0 Professional
— Certified Treasury Market Professional
— Certified Wealth Manager

» Big Data
— Certified Hadoop and Mapreduce Professianal

» Cloud Computing
— Certified Cloud Computing Professianal

> Design

— Certified Interior Designer

> Digital Media
— Certified Social Media Marketing Professional
= Certified Inbound Marketing Professional
— Certified Digital Markating Master

» Foreign Trade
— Certified Export Import (Foreign Trade) Prafessianal

» Health, Nutrition and Well Being

— Certified Fitness Instructor

> Hospitality
— Certified Restaurant Team Member (Hospitality)

) Human Resources
— Certified HR Compensation Manager
= Certified HR Stafffing Manager
— Certified Human Resources Manager
— Certified Performance Appraisal Manager

> office Skills
— Certified Data Entry Operator
— Certified Office Administrator

» Project Management

— Certified Project Management Professional

» Real Estate
— Certified Real Estate Consultant

» Marketing
— Certified Marketing Manager

» Quality
— Certifled Six Sigma Green Belt Professional
- Gertified Six Sigma Black Belt Professional
— Certified TQM Professional

» Logistics & Supply Chain Management
— Certified International Logistics Professional
— Certified Logistics & SCM Professional
— Certified Purchase Manager
- Gertified Supply Chain Management Professional

» Legal
- Gertified IPR & Legal Manager
— Certified Labour Law Analyst
— Certified Business Law Analyst
— Certified Corporate Law Analyst

» Information Technology
— Certified ASP.MET Programmer
- Gertified Basic Network Support Professional
— Certified Business Intelligence Prafessional
= Gertified Core Java Daveloper
— Certified E-commerce Professional
— Certified IT Support Professional
— Certified PHP Professicnal
= Gertified Selenium Professional
- Certified SEO Professional
— Certified Software Quality Assurance Professional

) Mobile Application Development
— Certified Android Apps Developer
— Gertified iPhone Apps Developer

> Security
— Gertified Ethical Hacking and Security Professional
= Gertified Netwark Security Professional

) 2 Management
= Gertified Corparate Goverance Professional
- Certified Corporate Sacial Responsibility Professional

» Life Skills
— Certified Business Communication Specialist
— Certifiad Public Relations Officer

» Media
— Certified Advertising Manager
— Certified Advertising Sales Professional

» Sales, BPO
— Certified Sales Manager
— Gertified Telesalss Executive

& many more job related
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