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* Program fee

* Training kit

* AM/PM snacks

* Lunch

* Certificate of course completion
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Service Quality is a matter of knowing your customers,
designing services to meet their needs, and finally managing resource
the service production and delivery process to their person
satisfaction. s

This course studies service quality at a strategic level,
enabling management to design customer-focused methods in
their processes.

SerVi Ce ual it MS. ANAMARIA M. MERCADO

is the Program Director of Six
Sigma Certification Programs at the

Service Excellence Series |[Eishmetst

Business - Center for Continuing
Education. She has over 15 years
experience in the field of business

development and management,

O bj e Ct i Ve S particularly sales and marketing.

She has handled products offered
in retail consumer, office, and

After the course, you will: industrial markets, working initially
.. . I i d
1. Understand how to critically look at customer service levels e e
and establish if the organization is truly customer-driven; bus:?edss %r]ounhead- Sthe has )
2. Learn specific critical-to-quality attributes of customer service; trade partners noluding distrbutors,
3. Set metrics to drive and monitor service quality; dealers and retailers.
4. Develop your leadership role in driving service quality o fact
H H H . Over the last few years, Ms.
in the Orgamzatlon’ and . i . . Mercado has concentrated on full
5. Create a framework to drive service quality implementation. time training - facilitating courses in

sales and its disciplines, customer
service and Six Sigma.

Ms. Mercado has a degree in
Business Economics and post
graduate units In Professional
Education from the University of the
Wh O S h O u I d atte n d Philippines. She also has a
Master's degree in Business
. Administration from the Ateneo

Lp /
Graduate School of Business.

1. Sales, marketing and customer
service personnel, supervisors,
and managers of all industries;
and

Proprietors and entrepreneurs of
all industries.

program content

I. Introduction to service quality

II. The Service Quality model
A. Expected quality
(customer expectations)
B. Experienced quality
(technical and functional quality)

[ll. Starting with the customer
A. Internal and external customers
B. Customer perceived value
C. Customer expectations

IV. Setting service quality standards
A. Voice of Customer as a basis
for service quality standards
B. Service metrics and goals

V. Service quality management and monitoring
A. Value creation through internal
customers
B. Employee empowerment
C. Service process standardadization
D. Continuous improvement

VI. Service quality gaps

complementary
courses

The Art of Service Recovery

March 19, 2020

This course will help you learn methods to effectively
handle complaints, transforming them into valuable
consumer insights that will help your organization improve
its processes, and in turn, be of better service to your
customers.

Lean Six Sigma Yellow Belt Training

March 23 - 24, 2020

The Lean Six Sigma Yellow Belt Training is a two-day
introductory program that covers the basic principles of
Lean and Six Sigma. Yellow Belts participate in process
improvement activities by providing support to Black Belts
and Green Belts as needed.



