
 

Dear Sir / Madam, 

 

Madras Management Association – Konrad Adenauer Stiftung 

Presents One Day Workshop on 

Re-Scheduled 

”Customer Service Excellence” 
The Art of Converting Customer Complaints into Revenue Opportunities and 

Improving Customer Loyalty 

Date 

12th July 2019 

Timing  

9.30 am to 5.00 pm  

Facilitator  

Mr  K Sriram 

Entrepreneur, Author and Life Coach 
  

Venue  

Madras Management Association  

New 240, Pathari Road, (Off Anna Salai)  

Chennai – 600 006 

 

 

Introduction: 

Customer Service Orientation is a way of life and a philosophy which 

enables your employees to deliver outstanding and friendly response to your 

customer’s needs and objectives. For most companies the key conundrum is 

to understand “What do my customers need, and how can I best provide it?” 

Servicing the customer is too important a task to be left to only the 

customer service and support functions. The best customer oriented 
companies have developed a mind- set; a way of thinking that allows and 



 
 

empowers its people to go beyond the traditional approaches to customer 
service and issue resolution by creating and managing a holistic and 

enriching customer engagement experience.  

 

The Customer Service experience happens before, during and after the 
buying process and some of the best companies have managed to create an 

experience where customers like to come back to them again and again. 
Somewhere they get a feeling that they matter to the company and company 
cares for them.  

We all know that it is 4-5 times more expensive to acquire new customers, 

hence it’s imperative to retain existing customers and listen to their needs 
and wants and create a differentiation which leads to loyal customers.         

Customer Service Excellence is a one day training program which helps 

participants in developing atitudinal shift towards customer focus. It also 
provides proven strategies and approaches for becoming a customer-focused 
leader and sharpening your organization’s customer focus.  

Objective:  

1)    Understand Customer’s needs and expectations and develop 
solutions towards managing and addressing them to customer’s 
satisfaction. 

 
2)    Learn how to resolve customer conflict and issues in non adversarial 

way. 

 
3)    How to develop vision of service mindset and service excellence. 

 
4)    How to retain Customers and Convert Complaints into revenue 

opportunities. 

 

Contents:  

1.    Understanding customer (Internal and External) needs and 

expectations and evaluating your customer service outlook and style. 

 

2.    Identifying gaps between customer needs and current service 

delivery   

 

3.    Moving from Managing Customer needs and expectations to Service 

Excellence ( Creating a positive total customer experience)     

 



 
 

4.    Building Rapport with your customers (Providing service from the  

heart)  

 

5.    Understanding and Managing Customer Conflict( Dealing with 

difficult customers ) 

 

6.    Retrieving unhappy and irate customers and Creating a WOW factor  

 

7.    Identify relationship roadblocks and threats, Understanding 

emotions at workplace , Creating a team approach to customer service  

 

Methodology:  

This program is highly interactive and experiential. Case studies, Role Plays, 
Group activities and experiential led learning will be part of the workshop 
and will suit all employees who are in direct or indirect contact with 
customers both internal and external. 

Key Take-aways:  

Participants will be able to reap the following benefits through this module.  

1.    Understanding why customers buy  

 

2.    What do customers actually say or mean when they call with issues 

or  grievance  

 

3.    How to build customer relationships and effectively retain them  

 

4.    How to ensure Customer’s vocal support for your products and 

company  

 

5.    Understanding the business impact on the customer due to your 

product or service  

 

6.    How to manage irate and unhappy customers 

 

7.    How to receive higher mindshare and thereby wallet share  

 

 
 
 

 



 
 

For Whom:  
 

Customer service representatives, technical and support personnel, field 

service representatives, account managers, relationship managers , credit 

and billing specialists, project managers, engineering consultants, Business 

owners—as well as managers and leaders who want to develop service 

excellence mindset . 

 

 

Facilitator: 

Mr. K.Sriram is an Entrepreneur, Author and Life Coach.  

His self help book “The 21 Laws of the Farm” outlines the principles of 

natural laws and their ability to create a lasting impact in Human lives. He 

belongs to a rare breed of original leadership thinker and self help author 

from India.  

Sriram is a Post Graduate from IMT Ghaziabad with Major in Marketing 

Management and holds a bachelors degree in Electronics and 
Communications from College of Engineering Andhra University Vizag.  

Sriram is a certified NLP Practitioner and has also undergone numerous 

Leadership and Training Certifications. He has over Two and half Decade 
of experience in various roles from Business Development, Marketing, 

Strategy, Operations in companies like Tata Telecom, Fujitsu , Xerox , SIFY, 
Future Software , Aricent and Veryx while having run his own enterprises as 
well.   

Participants from CADD Centre, NEC, Comstar, Hyundai, Syspro , Syntel, 

Wealth India , Daimler , Apollo Tyres , FSS , Green Trends , Adani , Orix 
have attended his workshops.  

Sriram has also done programs in colleges like VIT, SSN, SASTRA , RMK, 

SSN, SRMCC, ETHIRAJ, SAIRAM & MEASI.     

Fee Details  

Members of MMA:  Rs. 1,800/- inclusive of GST 18%  

For Non-Members: Rs. 2,950/- inclusive of GST 18%   

 

The fee includes Workshop Kit and Lunch.  

The cheque/DD to be drawn in favour of “Madras Management 

Association” payable at Chennai and be sent to: 



 
 

Madras Management Association  

Management Center  

New No.240, Pathari Road (Off Anna Salai), Chennai 600 006  

 

Phone: 044-2829 1133  

Email: mma@mmachennai.org;head-cce@mmachennai.org 

For further details contact: Gp Capt Dr R Venkataraman (Retd),  

Mobile 94447 00068, S Revathy 99623 22893  

 

Or Click here for Online Payment  

 

GST: 33AAATM5522B1Z7  

Registration starts at 9.00 am and Workshop commences at 09.30 am. 

Prior registration is necessary. The fee once paid will not be refunded; 

Change in nomination from same organization will be permitted. 

 

For Registration, please mail us the Participant’s name, Designation, 

Organisation, Contact number, Email id and Postal address.  

We would be pleased to provide any other information required by you and 

look forward to receiving your nominations for the workshop.  

 

 

 

 

 

 

 

 

 

mailto:mma@mmachennai.org
https://members.mmachennai.org/event/event_details.php?des=735


 
 

 

Thanks & Regards  

Gp Capt R Vijayakumar (Retd), VSM  

Executive Director  

Madras Management Association  

Management Center, New No 240  

Pathari Road (Off Anna Salai)  

Chennai – 600 006  

Tel : 044-28291133/48632711  

E_mail        : mma@mmachennai.org  

 

Facebook: facebook.com/mmachennai 

Instagram: instagram.com/mmachennai                         

YouTube: youtube.com/c/MadrasManagementAssociationChennai   

Podcast: soundcloud.com/voiceofmma 

Twitter: twitter.com/mma_4u 

LinkedIn: linkedin.com/in/madras-management-association 

Website: www.mmachennai.org 

 

mailto:mma@mmachennai.org
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https://twitter.com/MMA_4U
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