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اللغــــــــــــــــــــــــــــــــــة

الفئات المستهدفة

الأهــــداف المرجـــوة

عـــــن الفعــــاليــــــــــة

يعتبــر التميــز في خدمــة العمــاء والمراجعــن ميــزة تنافســية 
تحتاجهــا المؤسســة لتتقــدم مهمــا كانــت درجــة صعوبــة بيئــة 

الســوق التــي تعيشــها.
إذ أن كيفيــة التعامــل مــع الزبائــن بأنواعهــم تؤثــر وبشــكل 
مباشــر علــى الأهــداف الشــخصية للموظــف وكذلــك أهــداف 
وأدائهــا  المؤسســة  وبالنتيجــة  إليــه  ينتمــي  الــذي  الفريــق 

بشــكل عــام. 
سيســلط هــذا المؤتمــر الضــوء علــى أفضــل التطبيقــات في 
مجــال التميــز في خدمــة العمــاء والمراجعــن للوصــول إلــى 
»إبهــار العمــاء والمراجعــن« مــن خــال المحاضــرات وورش 
العمــل التــي ســيقدمها شــيب هايكــن بالإضافــة إلــى مشــاركة 
بعــض المســؤولين في البحريــن لاســتعراض بعــض التجــارب 
والقصــص الناجحــة والتــي حققــت انجــازات باهــرة في هــذا 

المجــال .
تم تصميــم هــذا البرنامــج ليشــكل عامــل تواصــل متبــادل 
العمــاء«  »إبهــار  إلــى  للوصــول  اللازمــة  المهــارات  لمناقشــة 
مــن خــال التعامــل معهــم باحترافيــة، وكســب احترامهــم، 
وتعزيــز العلاقــة معهــم ممــا يؤمــن ميــزة تنافســية للمؤسســة 

في خدمــة عملائهــا.  

الفــروع  مــدراء  العمــاء،  خدمــة  وحــدات  ومســؤولي  مــدراء 
موظفــو  مدرائهــم،  العمــاء،  خدمــة  أخصائيــي  المصرفيــة، 
الخدميــة،  الــوزارات  الأماميــة، موظفــي  الخطــوط  ومســؤولو 
البنــوك، الفنــادق، المستشــفيات وشــركات الاتصــالات، موظفــي 
المبيعــات  ووكلاء  الاســتقبال  موظفــي  الاتصــال،  مراكــز 

الزبائــن. خدمــة  مجــال  في  العاملــن  وكافــة  ومندوبيهــم 

الانجليزية )الترجمة العربية المباشرة متوفرة( 

yy.»معرفة ماهية »ثورة الإبهار
yy .كيفية تحقيق التميز في خدمة العملاء
yy    معرفة الاستراتيجيات السبع اللازمة لتحقيق
yy.ثورة الإبهار« في خدمة العملاء والمراجعين«
yy .معرفة الفرق بين رضا وولاء العميل
yy توســيع وتطويــر مهــارات للوصــول إلــى مزيــد مــن

العمــاء بشــكل أســهل للعميــل.   
yy.تطوير إبهار العميل في المؤسسة

ABOUT THE CONFERENCE

Customer Service Excellence will give you the 
competitive advantage you need to survive in a tough 
and increasingly uncertain business climate. In today’s 
customer-oriented business environment, «people 
skills» are critical for personal and organizational 
success. How you handle your customers can directly 
affect your individual goals as well as your team’s 
and organizational performance. This customer 
service training conference gives you the skills you 
need to reach the customer amazement as well as 
how to communicate with professionalism, gain 
respect, enhance customer relationships and secure 
an overall competitive advantage through customer 
service excellence. 

This program is designed to be highly interactive, 
challenging and stimulating. Delegates will learn by 
a combination of active participation using program 
materials, case study review, discussion, syndicate 
group work, skills practice exercises, training 
videos and exploration of relevant organizational 
issues. It synthesizes use of relevant organizational 
theory and customer service best practice with core 
communication strategies and skills.

WHO SHOULD ATTEND?

Customer Service Professionals, Managers, Front 
Desk Supervisors/Staff, Staff of Service Ministries, 
Banks, Hotels, Hospitals and Telecommunications 
Company’s Call Centre Staff, Hotels Receptionists 
and Sales Agents. 

LANGUAGE

English (Direct Arabic Translation Available)

BENEFITS / LEARNING OBJECTIVES 

•	 Know what the Amazement Revolution is.
•	 Identifing the seven strategies needed to achieve 

The Amazement Revolution.
•	 Achieving the Customer Service Excellence. 
•	 Differentiate between satisfied customers & loyal 

customers.
•	 Expanding your communication skills to get along 

easily with more customers.
•	 Developing the Customer Amazement at your 

organization. 
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Shep Hyken, CSP, CPAE is the founder of Shepard Presentation in 1983, and since then he has worked with hundreds of 
clients ranging from fortune 100 size organizations to companies with less than 50 employees at different parts of the world.  
He is a customer service expert, professional speaker and bestselling author who works with companies and organizations 
who want to build loyal relationships with their customers and employees. He was awarded (CPAE) the Council of Peers 
Award for Excellence and (CSP) Certified Speaking Professionals. He is also the author of Moments of Magic, the Loyal 
Customer and the Wall Street Journal and USA Today bestsellers, The Cult of the Customer and The Amazement Revolution 
which was also recognized as a New York Times bestseller. Shep Hyken, the creator of The Customer Focus program which 
helps clients develops a customer service culture and loyalty mindset. His most requested programs focus on customer 
service, customer loyalty, internal service, customer relations and a motivational program titled “You Are the Magic!”

SOURCE: http://www.hyken.com/

WHO IS  SHEP HYKEN ?

SOME OF SHEP HYKEN POPLUAR BOOKS من هو شيب هايكن ؟
شــيب هايكــن هــو مؤســس »شــيبرد للعــرض« في عــام 1983، 
ومنــذ ذلــك الحــن وهــو يعمــل مــع المئــات مــن العمــاء مــن 
المؤسســات مــن مختلــف القطاعــات  في مختلــف دول العالــم.

يعتبــر شــيب مــن أبــرز الخبــراء في مجــال التميــز في خدمــة 
العمــاء والمراجعــن، بالإضافــة لكونــه متحدثــاً احترافيــاً و 
أحد أنجح الكتاب في هذا المجال. يعمل شــيب مع المؤسســات 
التــي تتطلــع إلــى بنــاء ولاء موظفيهــا وعملائهــا علــى حــد 
الموظفــن  تحفيــز  في  فائقــة  بقــدرة  شــيب  يتمتــع  ســواء. 
والابــداع  الابهــار  علــى  تعتمــد  بطريقــة  المعلومــة  وإيصــال 
التميــز  جائــزة  علــى  حصــل  التدريــب.  في  الادوار  وتقمــص 
)CPAE( وكذلــك )CSP( للمتحدثــن الاحترافيــن. لــه 

العديــد مــن المؤلفــات في خدمــة العمــاء أبرزهــا:
•	“The Loyal Customer”
•	“The Cult of The Customer” 
•	“Amaze Every Customer Every Time”
•	 ”The Amazement Revolution“

وهو الأكثر مبيعا بحسب نيويورك تايمز
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Sh. Hind bint Salman Al-Khalifa
Chairperson of Al Rashid Group BSC (ARG) since 2005
Kingdom of Bahrain

Shaikha Hind has an intensive experience in Private and Public sector as she 
worked with the Ministry of Labour as Assistant Undersecretary during 2000 – 
2005. She also holds many position including being a Board Member in many 
organisations including NGO’s. she is also the President of Business and Pro-
fessional Women’s Club (BPW).

Mr. Ned Capeleris
Hotel Manager, The Ritz-Carlton Bahrain Hotel & Spa 
Kingdom of Bahrain

Ned is an Australian national who has intensive and comprehensive experi-
ence in Hotel Management and mainly customer services. Before moving to 
Bahrain he was holding the position of Executive Assistant Manager, Rooms 
at Ritz-Carlton Doha. He is currently the Hotel Manager of the beachfront at 
Ritz-Carlton Bahrain.

Mrs. Nada  Al Gassab
General Manager - Silah Gulf
Kingdom of Bahrain
Ms. Nada Al Gassab is an expert in establishing and managing Contact Centers for 
the different inbound and outbound operations. The first Bahraini to be certified 
by CIAC as a Contact Center Operation Manager, and in June 2008, she won the 
Middle East Award for the Best “Customer Life Time Strategist”.

Mr. Mohamed Abdulla Isa
Chief Speaker and Coach – 3D Speaking,
Kingdom of Bahrain

Mr. Mohamed is the Founder of 3D Speaking; a company specializing in providing 
speech coaching services to executives so that they could get laughs, applause and 
their message across whenever they speak whether to audiences of 50 or 500!. His 
wide experince covers banking and service industries

Mr. Ahmed  Al Banna
CEO - Origin Group
Kingdom of Bahrain

Mr. Al Banna is widely respected as an HR and Management practitioner. He 
has 30 years experience in developing, interpreting and implementing HR 
and management strategies. 

SPEAKERS



Fees Inclusive of:
 Free pass to all sessions/workshops

 Participants folder with Conference materials

 Tea/Coffee Breaks & Lunch available

 A Certificate

Account Name: Origin Consulting
Bank: Bank of Bahrain & Kuwait
IBAN Number:
BH 21 BBKU 0010 0000 278 570

SWIFT code:
BBKUBHBM

Payment Method:
Please make payments in 
favour of :

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

BD. 360 per delegate

Corporate rates available

* Training Levy
   Reimbursable

Fees in BD.

Registration Form

October 2014
Diplomat Radisson Blue - Kingdome of Bahrain
14

SHEP HYKEN
3rd CUSTOMER SERVICES CONFERENCE

EVENT MANAGER 

Registration@origin.com.bh

+973 17 552 878

+973 17 552 890
+973 377 933 88

Learn from the Best.. 
to be the Best

OriginBahrain


