o o & s o0 oo Jg

cnopnallg cnllall clhall alaill jylsa
MAIN WORKSHOP

A MATTER OF SURVIVAL

Key Success Factors
in Banking and Finance

WAL

TUE - WED

25926 April 2017

CROWNE PLAZA - MUSCAT |
SULTANTE OF OMAN

EVENT MANAGEMENT STRATEGIC PARTNERS SUPPORTED BY

Qualifications HUMAN

Al-Asayel for Training Services 5 GROUP




WHAT IS CUSTOMER CENTRICITY?
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WORKSHOP DELIVERABLE  KEY LEARNING BENEFITS

Attend this premier workshop and Powerful benefits for you and your

gain insights to: team

+ Enhancing your customer’s experience * Incorporate customer feedback into
through Product innovation, experience design.
personalization and exclusivity. - Measure your performance using

- Cultivatihg a customer — centric UG Ehllls 2
organisation by installing a customer — « Transform your culture and reward
centric mindset into the organisation. systems.

* Integrating channeling within the *  Engage leadership and staff.
organisation for customer — centric « Learn how customers feel about your
engagement. company.

 Benchmarking customer centricity in * Align technologies and processes to
your organisation with best practices customer needs.
from across industries. + Map and improve customer journeys.
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Sol is a business and management practitioner, as well
as teaching at universities and working with companies
in the Middle East, Europe and Asia including many
banks, finance companies and service industries.

He earned an MBA from Texas Christian University
and has over 40 years of experience in management,
customer services, sales and marketing; his focus is in
building successful businesses in various markets.

Sol worked for 16 years in FMCG, 4 years in industrial
G 5 e o Gl developments., 2 yearsin fopd manufacturing and sales,
Customer Industries  &nd 12 years in home appliances, and most recently 6
and organisations must  Years in environmental waste management.

adopt Customer - Centric

approach, putting the  Solworked forlarge multinational companies like Procter
customer first, and at the & Gamble and for large government institutions like the
core of their business.»  SaudiIndustrial Development Fund in Riyadh.

He was born and grew up in Africa, was educated in
the US, lived and worked for 16 years in Switzerland
and Spain, while he traveled for work in the Middle East,
Europe and Africa. Then he moved to Saudi Arabia
where he lived and worked for 18 years.

He is conducting many workshops on customer
Centricity and sales & marketing for banking,
telecommunication, hotels, airlines and hospitals
in the GCC, Europe and MENA Region.
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PROGRAMME | DAY 1

TIME PROGRAMME

08:00 - 08:30 Registration - Tea & Coffee

08:30-10:00 ) Session 1: Customer — Centric Approach

 Introduction on the Concept of Customer Centricity
« Customer Behavior

« Marketing Strategy

+ Foster a Customer-Centric Culture

10:00 - 10:15 Tea & Coffee Break

10:15-12:00 () Session 2 : Customer - Centric Best Practices

+ The Consumer Purchase Decision Process

+ Post Decision Process, Based on Usage Experience

+ Engage with Customers from the Beginning

+ Demonstrate customer commitment from the top-down
+ Exercises and Case Studies

12:00 - 12:30 Prayer Time / Tea & Coffee Break

12:30 - 1430 (&) Session 3 : 80/20 Application to Customer - Centric
+ Defining and Segmenting Demographics
+ Use Customer Lifetime Value to Segment Customers

+  Customer Knowledge
+ Interactive Exercises

14:30 @ Lunch and Close of the day one
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PROGRAMME | DAY 2

TIME PROGRAMME

08:00 - 08:30 Tea & Coffee (Network)

08:30 — 10:00 @ Session 4 : Customer - Centric Characteristics

+ Consumer Attitude

*  Group Influence: How it Impacts the Brand Image
* Recognize the Customer Across all Channels

+ Interactive Exercises

10:00 - 10:15 Tea & Coffee Break

10:15 - 12:00 @ Session 5 : Value of Becoming Customer Centric
+ Making Contact with the Customer

+ Customers Opinions

+ Design Processes from the Customer’s Point of View

* Interactive Exercises

12:00 — 12:30 Prayer Time / Tea & Coffee Break

12:30 - 14:30 ) Session 6 : Customer - Centric Outcome

+ Helping the Customers to Remember

+ Final Interactive Exercises: How to Negotiate a Win Win.
« Encourage Customer Innovation

14:30 @ Lunch and Close of the workshop
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PAST EVENTS

CROWNE PLAZA

Crowne Plaza, Muscat

T: +968 24 660 660
www.crowneplaza.com

* Plese contact organizer for special room rate.

Fees in Omani Riyal lhealt JL 10 A guu 1 Fees Inclusive of:
7S u Free pass to all sessions.
Qi e per delegate s g 2Ll & A ® Full Workshop Materials.
n Tea, Coffee, Refreshment and Lunch Breaks.
Corporate rates available Ol gamall ol yaw u Certificate of attendance.

Cancellation/Substitutions No canceliation will be permitted once a registration form is received. However, substitution is allowed.

STRATEGIC PARTNERS MEMBER OF
ORIGIMV iim
GROUP Shs! oo
INTERNATIONAL

ORGANISER HOW TO REGISTER

@ +9689917 1114

> = Q@ +968 24 50 40 30
il Gloasld d.ll.D!Jl © +9682450 4088 B
. .. * . @ assayel@origin.com.bh Uﬂﬁﬁ assayeloman
Al-Asayel for Training Services @ anahdhaTower,Ghala,0man [ origin.com.bh



Registration | MAINWORKSHOP
FORM CUSTOMER CENTRICITY:

TUE - WED Please complete the registration form in CAPITAL LETTERS and send it
back by fax +968 24 50 40 88 or contact Tel. +968 24 50 40 30

25-26 for further details.

APRIL 2017 Organization name
Crowne Plaza - Muscat
Sultant of Oman Contact person
Job Title
Payment Method: Mailing address
Please make payments in
favour of : E-mail
Account Name: Telebh
Al Assayel for Conference elephone Fax
Bank: Bank Muscat Mobile
Bank Account No.:
D425°04126561500°11 Authorized Signature Date

S/N DELEGATE NAME JOBTITLE

1

2
3:
5
6

* For additional registration, use a copy of this form.

Participation Fees The workshop fee will include:

= Attending all sessions.
OMR. 380 per Delegate = Full workshop materials.

= Lunch, tea and coffee.

*Corporate rate are available .
= A cerlificate of altendance.

Cancellation/Substitutions No cancellation will be permitted once a registration form is received. However, substitution is allowed.

QO +968 24 50 40 30

1)aill Glaaild djl.Ei]l © +968 24 50 40 88

. ] ©® assayel@origin.com.bh
Al-Asayel for Training Services DB Assayeloman
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