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Servicing Internal Clients

How Internal Support Groups 

manage their Client Relationships

Purpose of the Workshop

________________________________________________________________________

This course is designed for Information Technology professionals, Human Resource Generalists, Finance Department Accountants, and other support group personnel whose job is to provide technical support to all others in the organization. The technical competence of these groups is typically very high. But the interpersonal client skills they bring to their assignments are not always up to the same standards of excellence. This course is intended to bring those two levels of skill into more of a professional balance.

Conducted by Robert A. Jud & Associates, inc. 9A Obtuse Rocks Road, Brookfield, CT 06804

(203) 775-6756      Judassoc@aol.com

Content of the Workshop

________________________________________________________________________

This is a course on Customer Relations skills for technical people who service internal clients. It covers the following topics:

1. Examining the present client relationship environment in this organization; what makes delivering Quality Service so difficult here?

2. Roles and Responsibilities in successful workplace client relationships; the five essential aspects of Stellar Service.

3. The eight basic  action steps in any client relationship

4. The initial client contact: defining a service problem from the client’s point of view.

5. Conducting a fact-finding interview with a client which, together with appropriate listening skills, can produce a superior service solution.

6. Producing and communicating a Service Plan to solve the client’s problem.

7. Working with others in the organization who can either help or hinder one’s ability to provide first rate client service.

8. Guiding client conversations: how to conduct on-going communications with clients that are targeted and clear.

9. An analysis of common problems that arise in a client relationship, and methods for responding to them.

10. Presenting necessary but unwelcome information to a client.

11. Resolving issues that can impact a client relationship, particularly with difficult or resistant clients.

12. Handling complaints, reaching for Stellar Service, and bringing a client assignment to successful closure.

Workshop Format

________________________________________________________________________

Principles and techniques are taught in brief lecturettes, which are always followed by group exercises, role plays, and case studies that allow participants to apply the ideas they have learned to real situations they will encounter on the job.

The course is fast-paced and highly interactive. Participants have multiple opportunities for question-and-answer sessions, and for picking up good ideas from each other, not just from the instructor. Participants also complete two self-diagnostic instruments which help them discover the pluses and minuses of their own client style.

We supplement classroom instruction with reading lists and a variety of take-away handouts.

Who Should attend This Course?

________________________________________________________________________

Anyone who performs professional or technical work which supports the activities of others within the same organization will benefit from this course. It is particularly designed, however, for people who are seen by others as excessively linear in their thinking or behavior, who receive periodic feedback that they are perceived by others as abrupt, unfriendly, or perhaps even occasionally as abrasive, or who are new to staff work and have therefore never learned exactly what a service role in an organization is all about. We should emphasize that the course is not a cure-all for organizational misfits. It is an excellent course for people who have never learned the basics of customer relations, or who knew them once but need a refresher now. It is an excellent vehicle for any intact work group that wishes to re-examine how it treats and deals with other people.

Other Facts About the Course

________________________________________________________________________

The course is one day long.

An ideal class size is 18 to 24 participants

The course makes use of two case studies. We will work with anyone in the client organization designated to help us write cases that are custom-tailored to its work and culture.
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