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Customer service is not a department in any
ministry or company, it's a culture that must be
spread in all organizations from the top of the
hierarchy to the last employee at the bottom of
it. A Customer-Focused Culture is a necessity
to achieve the highest level of quality in the
provided service.

A survey has been conducted in the United
States for a large group of organizations
in the service industry. It clarified that 40%
of customers do not return to request the
same service and the reason was that these
organizations have not reached the level of
satisfaction and amazement in providing the
service. The service provided is either good
or satisfactory. Therefore, most organizations
globally and in the public or private sector
are working on instilling the superior service
culture in the minds of its internal customers
(employees) through training and development.
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MainTopics:

» The“Brilliant Basics Magic Touches” in CX

» Delivering a Memorable CX (Lessons from Service
Industry Leaders) Virgin Atlantic’s - Paralympic Games

» Building a Customer-Foucsed Culture

» The 7 Pillars of Customer Experience and
Implementation of Cx-ray © Model.

» Creating Low Cost but High Value CX Services
» The Great Employee Brand

» The relationship of Human Resources in the
Organization and Customer Services

» The Role of Digital Media in Enhancing Customer
Experience Strategies

Targeted audience:

» Frontline Employees

» Customer Service Supervisors

» HR, Marketing and Public Relations Employees
» Branch Managers

» Customer Service Specialists

» Service Ministries’ Employees

» Call Centers

» Sales Agents

» Employee dealing with various clients and customers
inside and outside the organization.
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Keynote Speaker

Ms. Linda Moir

An expert in HR and customer service, Linda Moir headed the London 2012
dream team that delivered outstanding front-of-house service by 15,000
volunteer Games Makers to 9 million spectators, resulting in one of the most
successful Olympic and Paralympic Games in history. Previously, she was
Virgin Atlantic’s Director of In-Flight Services, responsible for the airline’s
award-winning customer service and ‘making flying fun'.

Linda's career took off with British Airways, where she worked in HR for air
traffic control before rising to HR Director of National Air Traffic Services.
Linda experienced an environment of significant changes as the company
transitioned from public to private ownership.

In 2003, Sir Richard Branson hired Linda to ‘make flying fun’ as Virgin
Atlantic’s Director of In-Flight Services, and she certainly did: after completely
overhauling the training, recruitment, promotion, and performance
management of 5,000 Cabin Crew, the highest customer satisfaction scores
in the airline’s history were recorded. Throughout the process, she oversaw
significant business growth whilst consistently driving the airline’s catchy
promise of ‘Brilliant Basics, Magic Touches’.

Linda's unparalleled success in HR and customer service management
serves as an inspiring model of performance delivered through people.
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Speakers

Dr. Ahmed Al Banna

Dr. Al Banna is widely respected as a strategic thinker and management
leadership practitioner, and he is specialized in organizations’ capabilities
focusing on key factors such as leadership, customer services, talent
development through leveraging Human Resources capabilities.

During his career, he possessed different positions — in Public and Private
sectors.

Mr. Raed Abdulla

Speaker specialised in Customer Experience - Kingdom of Bahrain

Over 20 years of professional experience in various industries and roles. Raed
held managerial and leadership positions in reputable organizations such as
Tamkeen, Khaleeji Commercial Bank, and the Central Bank of Bahrain.

Raed is a certified CSIA CX Specialist, ASQ Six Sigma, and ILM Coach (Level 5).
Raed holds an MBA from Strathclyde Business School and a B.Sc. in
Accounting from University of Bahrain.

Ms. Safa Abdulghani

Head of PR & Media/ Master Trainer - Origin Group - Kingdom of Bahrain

Safa is a Master Trainer in Entrepreneurship and Customer Experience. She
delivered Entrepreneurship Bootcamp to hundreds of university students
and has conducted various training programs and workshops in CX and
digitized CX solutions to many employees in different service fields.

Sheis also specialized in PR, Media, and Digital Media, a former Senior Editor
and host (Cultural NEWS) NEWS Centre at Bahrain TV. Holds a Master's
degree in Business Administration from Swiss Business School.

In addition to the above speakers, a group of representatives and
spokespersons of various leading organizations in Bahrain from
different industries will share their experiences in CX as a case

studies and inspiring success stories. This session is for all of us
to help us learn, adapt, network, and gain customer insights in a
rapidly changing market.




Program Tuesday - 181" October 2022

07:30 am-09:00 am | (£5] Registration and Networking

09:00 am-10:30 am | 88 Opening

Session One:
Delivering a memorable customer experience

» Theimportance of customer experience to building a successful reputation

The difference between customer service and customer experience

» Building reputation by providing an unforgettable customer experience.
» The concept of ‘Brilliant basics magic touches’in terms of meeting customer needs
» Theimportance of building a matching employee experience

Tea & Coffee Break

10:30 am-11:00 pm

11:00 am-12:15 pm Session Two:

How to build an engaged team inside the organization:

» Mapping your customer journey

» The importance of leadership in CX

» Recruiting and training the best team for best CX experience
| 2

Examples of success through collaboration

12:15 pm-13:00 pm

- 45 MIN Prayer time and lunch break
13:00 pm-13:30 pm

B @ Session Three:

The role of digital media in the customer experience journey

13:30 pm-14:30 pm @@ SessionEoti

Brainstorming session with the participation of all participants with a various
successful stories: Locally - Regionally - Globally

It includes Telecommunications, Aviation, Banking, the public sector, and other
sectors as Al Salam Bank and Zain Bahrain.

15 MIN Short break

14:30 pm-14:45 pm

14:45 pm-16:00 pm | S8 Session Five:
Panel Discussion: group of specialists from public and private sectors, along with

the Keynote Speaker Ms. Linda Moir.

Closing of day one.
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Program Wednesday - 191" October 2022

08:00 am-08:30 am 30 MIN Registration and Networking

08:30 am-10:00 am Session Six:

The 7 Pillars of a Prosperous Customer Experience

» To understand the concept of customer experience
» Tolearn about the 7 pillars of customer experience

» Toimplement a Cx-ray © on products and services

10:00 am-10:30 am > Session Seven:

Brainstorming and discussion among the participants

10:30 am-11:00 am 30 MIN Tea & coffee break

11:00am-12:15am [ 22 75 MIN Session Eight:

Human resources and its relationship to the customer experience

» Overcoming challenges into opportunities to create a motivating corporate culture

» Transforming difficult circumstances and situations with the customer and convert
into unique experience

» The contribution of human resources to the profitability of the organization

12:15 am-13:00 pm

45 MIN Prayer time and lunch break
@ Session Ninth:

Al and Customer Services - Uplift your Customer Experience

13:00 pm-13:45 pm

» Learn about local and international experiences in the application of IT
» Comparing the interaction between Human and Machine.

» Global and local success stories

15 MIN Tea & coffee break

13:45 pm-14:00 pm

Session Tenth:

Panel Discussion (Local Success Stories) in CX.

Closing the Conference / Recommendation
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Customer Service:

The idea of better customer service dates back
to 1760-1820: The industrial revolution creates
the concept of “scale” and the need for customer
service teams. Where customer support teams
emerged. The inventor of customer service isn't
documented, but the title is often unofficially
given to Alexander Graham Bell. His telephone
took customer service to another level.

Without telephones, modern businesses
couldn’t build quality relationships with their
customers. When people can't get in touch,
their questions or concerns can't be answered—
hurting sales as well as customer satisfaction.
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Customer Experience:

The origins of CX can be traced all the way
back to the first marketing and consumer
theories in the 1960s and to the 1990s. Around
this time, long-lasting customer-organization
relationships became a priority, meaning the
customer took center stage over the product.
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BD. 270 Per Delegate Corporate rates available

e Pass to all sessions. e Full Conference Materials.

e Lunch & Coffee Breaks. e Attendance Certificate.

Event management
® +97317552878 | @ +97337793388 | +973 377 463 77

®
ORIGIN (@ registration@origin.com.bh | @ www.origin.com.bh

GROUP @ Kingdom of Bahrain | @@ @@ © Originbahrain
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CERTIFICATE IN
CUSTOMER SERVICE

About the course;

This qualification will teach you the international customer
service and translates that knowledge into practical
application. learners will come away from this qualification
knowing how a positive attitude, going a step beyond basic
customer service, and dealing effectively with complaints
will enhance their work experience. learners will learn
the difference between internal and external customers
and will learn how the development and implementation
of a comprehensive customer service policy promotes
consistency in how customers are treated and keeps
customers happy.

This qualification covers the skills and knowledge needed
to be a customer service worker and those who would like
to work in the field, covering competencies applicable to a
wide range of contexts.

Qualification Units:

01 Understand working in a customer service
environment (L/506/2083)

02 Communication in customer service (Y/506/2085)

03 Principles of personal performance and development
(L/506/1791)

04 Principles of working in a business environment
(R/506/1792)

05 Work with others in a business environment
(Y/506/1793)

06 Record details of customer service problems
(A/506/2094)

07 Communicate with customers in writing
(T/506/2126)

08 Manage time and workload (H/506/1795)

09 Meet and welcome visitors in a business
environment (A/506/1799)

For Enquires

please contact:

Origin Group Office: . 17 552 078 |

@& www.otcbahrain.com |
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Trainers:

Range of professional trainers who train using modern
tools and techniques such as lecturing, role playing,
videos, and exercises.

Course Duration:
133 Guided learning hours

Who should attend or potential job
occupation:

This qualification is designed for who are working in or
looking to work in a customer service role and anyone
dealing with customers.

Assessment Criteria:

The main pieces of evidence for the portfolio could include
(in no particular order):

Assessor observation

Witness testimony

Work product

Worksheets
Assignments/projects/reports

Record of professional discussion
Record of oral and written questioning
Learner and peer reports
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Recognition of Prior Learning (RPL)

Mr. Murtadha Al Najjar & 377 463 77
f in ¥y ©® OTCBahrain
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