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30th July – 1st August 2013 

08.30 – 09.00 Inaugural Session 

 Welcome Remarks 

 Programme Overview 

 Introductions of Participants 

 Photo session - Group picture 

 DAY 1 SESSIONS: Service Delivery, Service Recovery & Value 

09.00 – 17.00 Presenter: Sid Cohn 

 

 Benefits of Great Service 

 Service Recovery 

 A Service Strategy – Competing With 

Service: You and Your Relationship 

Team 

 Service Delivery 

 Showcasing Service Value 

 

Day Summary 

DAY 2 SESSIONS: Building & Sustaining Client Relationships 

09.00 -17.00 Presenter: Sid Cohn 

 

 Long Term Benefits of Good Relation-

ships. 

 Your Relationship Support Team. 

 Underlying Characteristics of a Good 

Relationship. 

 The Relationship Trust Model. 

 Developing a Client Relationship Strate-

gy. 

 Implementing Your Relationship Strategy. 

 

Day Summary 

DAY 3 SESSIONS: Customer Interaction Skills 

09.00 –17.00 What Do Customers Want? 

 

 Personal and Practical Customer Needs 

 In Practice – Be a Good Listener 

 Questioning Techniques 

 In Practice – Empathise 

 In Practice – Sincerely Apologise 

 Giving and Receiving Feedback 

 Customer Skills Practice 

 

Day Summary 

Course Summary 

Hotel Safari 



 

 

Organisations are often confronted with 

the challenge of ensuring a mutually bene-

ficial relationship with their customers, 

especially as the customers become more 

sophisticated and knowledgeable, and 

competition in their sector intensifies.  

Financial institutions, and development 

Finance Institutions in particular have to 

meet complex and technical demands of 

their client, the entry of non-traditional 

competitors in their markets, while at the 

same time meeting the needs of their vari-

ous stakeholders. This course aims at 

developing the skills levels at the frontline 

of the organisations where it meets and 

cultivates a relationship with the customer. 

 

 

The objective of this programme is to up-

grade the skills of frontline officers and 

managers in dealing with clients, and 

building a strong and mutually beneficial 

relationship with clients of their organisa-

tions. The purpose of this program is to 

trina participants in Customer interaction 

skills and  to build awareness of the im-

portance of handling their clients in a sen-

sitive manner. 

 Strategically, this is also becoming a ne-

cessity because in some cases, commer-

cial financial institutions are now entering 

traditional development finance markets 

Philosophy & Approach 
to Training 

Objective 

Conceptually, the approach is based on 

the idea of a unique Service Strategy for 

each institution with its clients which builds 

a sustainable competitive advantage for 

them. This involves systematising the de-

livery of service around key service out-

puts so that the service can be delivered 

with some degree of consistency.  

The programme then looks at Service Re-

covery, as clients form their strongest im-

pressions of the service around incidents 

of service failure and how they are han-

dled. In effect, one major focus of skills 

development in the workshop will be how 

to handle Service Recovery (i.e. skills to 

handle difficult customer situations). 

The programme then moves to planning 

for each relationship and how to generate 

a unique Service Strategy for that client. 

Delegates will work through a strategic 

framework for the development of each 

relationship in a way that optimises the 

long-term value of the service to custom-

ers, while also optimizing the efficiency of 

each delegate in managing and servicing 

that relationship. In doing this, the Rela-

tionship Reports from the previous Cus-

tomer Enquiry Project will serve as the 

starting point for each Relationship Plan. 

The interactive skills part of the program 

will cover communications skills for both 

Service Delivery (managing customer 

expectations and perceptions, as well as 

guiding their overall service experience) 

and Service Recovery (handling service 

failure as discussed). This includes ques-

tioning skills, and emotional skills in relat-

ing to customers and their needs.  

Another element to be covered is working 

with and influencing members of the dele-

gate’s own team in the delivery of the ser-

vice, so that they are able to ensure their 

whole organisation gives the best service 

possible to their clients. 

 

 

The programme is aimed at staff who 

deal with customers/borrowers/clients as 

customer relations officers, lending offic-

ers, portfolio officers, etc., at graduate 

level. 

 

 

The Lead Facilitator for the programme  is 

Mr. Sid Cohn of Service-Mix and Univer-

sity of Witwatersrand Business School 

(WBS) in South Africa. He is an accom-

plished presenter and lecturer, having 

also won the distinguished Lecturer 

Award in WBS. He will be supported by 

Ms. Jeannie Harning, consultant, Ser-

vice-Mix. 

Target Group 

Facilitators 

Background 
as competitors who would be expected to 

approach their clients in a more customer-

focused manner. 


