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A key principle of relationship marketing is the retention of customers through varying means and practices to ensure repeated
trade from pre-existing customers by satisfying requirements above those of competing companies through a mutually beneficial
relationship. This technique is now used as a means of counterbalancing new customers and opportunities with current and
existing customers as a means of maximizing profit and counteracting the "leaky bucket theory of business" in which new
customers gained in older direct marketing oriented businesses were at the expense of or coincided with the loss of older
customers. This process of "churning" is less economically viable than retaining all or the majority of customers using both direct
sales and relationship management. Many companies in competing markets will redirect or allocate large amounts of resources

or attention towards customer retention as in markets with increasing competition it may cost 5 times more to attract new
customers than it would to retain and maximize revenue through current customers, as direct or "offensive" marketing
requires much more extensive resources to cause defection from competitors.

Please call Lisa 03-40240240 to register and ask about our group discount 

Early bird discount
Group discount
100% HRDF

Grow your revenue through 
Managing Customer Relationships

Improve Customer Loyalty and Value
Cause Customers to defect towards you

FREE SAMSUNG GALAXY TABLET
Promotion details on page 2

 Executives and Managers who have been assigned a set
of customers as a portfolio to manage in order to help
and grow revenue through Relationship Management

 Sales Executives and Managers
 Telephone Sales Executives and Managers
 Dedicated Customer Relationship Management

Teams such as in banks
 PR Executives and Managers

 Shift focus from hard core sales to growing 
revenue through relationship building

 Plan and Structure customer contact more 
effectively

 Understand the elements of consultative 
communication and improve skills in this area

 Discover opportunities to guide customers 
towards   suitable products to fulfil their needs

 Improve probing and listening skills
 Make a conscious effort to understand the 

customer’s business environment before, during
and after the call

 Be genuinely interested in the customer’s 
questions and remarks in order to continue 2-way 
communication for longer periods of time

 Build better relationships with customers using 
empathy

 Recognize each customer’s unique personality 
and adjust accordingly

 Be smart about buying signals but practice 
patience in the voice tone

 Understand various types

 Focus on listening, understanding, recommending 
solutions and resolving issues

 Prioritize customer calls according to customer needs
 Manage time according to priorities
 Profile various types of customers and have mental 

action plans prepared for each one
 While focusing on effective time management, create a 

strategic balance between uncovering and resolving 
issues AND growing, generating and retaining revenue

 Re-frame my thinking. Control my urge to talk more 
than the customer. Continue my listening mode until 
the customer completes his / her explanations

Program Introduction

Designed forTraining objectives

Mental approach to learn and follow



Quality Input Resources Tel: 603-23326665 Fax: 40240240 email: lisa@contactskills.com www.contactskills.com

Customer Relationship Management – Overview
The CRM ladder and goal
Why focus on Customer Relationship 
Management as a key strategy towards growing 
revenue

Building customer loyalty and value
The importance of customer loyalty
3 secrets of successful loyalty building
How to increase customer value?
Data-driven loyalty strategy - segmention

Customer Interaction Components
The greeting
The introduction
Answering the phone (Call backs)
Communication
Persuasive Speaking
Making your voice count
Tone assessment
Tone characteristics
Listening effectively
Facets of active listening
Active listening techniques
Developing telephone skills
Words and phrases to use
Words and phrases to avoid

The art of probing – asking strategic questions
Probing technique
Planned and strategic probing
Developing relationship building questions

Training Day 1

Developing 2-way communication
Strategy to stay with the customer for longer 
periods

What, how and why customers buy?
Benefit buying Signals – making a list
Features vs benefits
Understanding our own product features and 
benefits
Listing features and related benefits for  selected 
products from your own company

Handling objections 
The process – short lecture
Listen, Indicate understanding, Solicit required 
information, Tell and confirm
Listing all possible objections
Developing specific rebuttals for each objection
Objection handling communication practice

Developing the Relationship Management 
dialogue
The dialogue flow – Greeting to Closing
Opening statement – AIDA EFFECT
Probing questions 
Matching needs through benefit statements
Testing the water
Recommending your solution
Leaving the door open for the next follow up

Putting together the complete call
Role play and call flow practice

Training Day 2

This programme will be an interactive 
session, emphasising the following learning 
methodologies:

Short lectures
Individual and group activities  
games and discussions
Short cases
Video clips 

Training methods FREE SAMSUNG GALAXY TABLET

Other discounts shall not be valid once the 
client company opts for the Samsung 
Galaxy Tablet Free Offer.

For registering Galaxy tablet

3 participants 7 inch screen

4 participants 8.9 inch screen

5 participants 10.1 inch screen



Shahrukh Moghal is a graduate of Aitchison College Lahore, Pakistan Class of 83. He majored in 
Communication at Knox College, Galesburg, Illinois, USA. For the past 15 years, he has developed and 
maintained a successful training and consultancy firm in Kuala Lumpur, Malaysia where he currently conducts 
most of his training sessions. The experiences that he has injected into customerrelationship management, 
sales and customer service training and consultancy date back to 1990 when he began his career as a sales 
agent in the United States. Subsequently, he moved up the ranks of agent to team leader to internal trainer 
over a period of 6 years. Since then, he has been actively involved with developing sales and marketing 
professionals.  This experience as a practitioner has been instrumental in the development of his 
understanding of agent and team leader psychology, what drives each position and how skills are developed in 
each area. Shahrukh’s next training project involves developing sales executives’ skills in communicating with 
existing customers in order to grow existing customer value. Shahrukh is also involved in developing the skills 
curriculum for a certification program which helps job seekers to develop and become employable in the 
customer relations and contact centre industry. Clients served are as follows:

1. HSBC Bank Malaysia Berhad – Branch training of financial products 
2. Hong Leong Group Call Centre – Finance, Bank, Assurance and Customer Service
1. The Bank of Nova Scotia Berhad Call Centre - Branch training of financial products sales
2. Malaysia National Insurance – Sales training for a Child Education plan
3. MQ Sporttec – Catalogue sales of branded Corporate Sportswear
4. Legend Hotel – Time Share appointment and Customer Service training
5. Palace of the Golden Horses - Time Share appointment setting and Customer Service 
6. Boustead Development – Property Sales and Appointment Setting training
7. Bumiputra Commerce Bank Berhad Call Centre –Phone Banking sales
8. Malaysian Oxygen Berhad Call Centre –Industrial Products sales and Service
9. Malaysia Airlines Golden Boutiques – Buy n Fly card sales training
10. IBI Holdings Berhad Call Centre –Telesales of remanufactured toner cartridges
11. ITI Otago Polytechnic New Zealand – New student registration sales training
12. New Straits Times– Classified Ads-Call Centre & Face to face service
13. Utusan Melayu– Classified Advertising-Outbound Telemarketing and recruitment
14. Knowledge Group of Companies Call Centre– Telesales training and motivation 
15. Elken Sdn Bhd – Counter Service / Effective Communication and Customer Service 
16. British American Tobacco – Effective Communication and Selling Skills (Kent)
17. Telekom Publications Sdn. Bhd. Call Centre – Appointment setting Skills for Yellow Pages
18. Alterni (M) Sdn. Bhd. Call Centre – Herbal products sales 
19. MNI Oneline Call Centre – Telesales and Teleservice training 
20. Zuellig Pharma Call Centre - Customer Service Training
21. Vsource (M) Sdn. Bhd. – Outbound Telemarketing Training for this Outsourced Call Centre
22. AmAssurance – Setting up a new Telemarketing Unit
23. RHB Bank Call Centre– Outbound Telemarketing Training
24. Maybank Group Customer Care – Outbound Telemarketing Skills (Insurance products)
25. OCBC Bank (Malaysia) Berhad – Outbound Telemarketing Skills for transactional banking
26. Jabatan Kesihatan Wilayah - Counter Customer Service Skills – by resource trainer
27. Bank Rakyat Call Centre – Telesales and Service training
28. SP Setia – Outbound telemarketing skills
29. Bonuslink Call Centre – Outbound Telemarketing Skills & Inbound Customer Service
30. EDS MSC Malaysia Sdn. Bhd. – Call Centre Tele-Service and Handling Complaints
31. Honda Malaysia Sdn. Bhd. – Call Centre Customer Service
32. Etiqa Insurance Berhad – Brand Delivery training campaign
33. CSC Malaysia Berhad – Ensuring contact centre success

About the speaker



Registration form 
Fax: 0340240240

Grow your business through customer relationship management
On  March 20th- 21st, 2012.

Name

Designation

Name

Designation

Name

Designation

Name

Designation

Company:_________________________________________________________________________

Address:  _________________________________________________________________________

Telephone:__________________________ Email address:__________________________________

Fax:         __________________________________________________________________________

Contact person:________________________Amount payable:______________________________

Registration fees and policy :–

1. Registration fee – RM2500 per participant. 
2. Early bird before January 30th, 2011 – A discount of RM50 per participant 
3. 3rd participant from the same company enjoys 25% discount / 4th participant attends at 50% discount
4. FREE Samsung Galaxy Tablet is offered to companies who register 3 to 5 participants or more. Other 

discounts per participant shall not be valid once the customer qualifies for this offer.  The client can opt to 
forfeit the Tablet and  enjoy the discounts in item 3 above. 

5. Registration fees must be paid before program date.
6. Full refund is made if there is program cancellation by the organizers only. 
7. We reserve the right to change the trainer in case of unforeseen emergencies. The replacement trainer 

shall be equally competent in the training subject being offered.
8. Registration. Kindly fill in this form and fax or email a scanned copy to Lisa at 03-40240240 or 

lisa@contactskills.com 

Cancellations and substitutions. Cancellations received up to five working days before the seminar are 
refundable, minus a RM100 registration service charge. After that, cancellations are subject to the entire 
training fee, which you may apply toward a future program. Please note that if you don't cancel and don't 
attend, you are still responsible for payment. Substitutions may be made at any time.

Signature:_____________________________Date:_______________________________________

Company chop:

Please make crossed cheque payable to Quality Input Resources.


