ACHIEVING PEAK PERFORMANCE TOGETHER

Introduction

Over the past few years the concept of the Internal Customer
has been widely publicised. When asked most people can
define what it means and most concede that it is a good idea.
In many cases however, that is as far as it goes, no real shift in
attitude or behaviour takes place and therefore no real
improvement in service quality, internally or externally,
results. Training is necessary to create a culture where
Internal Customer Care is a live thriving issue for the
organization. This training needs to involve both management
and staff.

WHAT IS INTERNAL CUSTOMER CARE?

A customer is anyone for whom we provide a service, or who
has need of what we supply. Internal Customers are the
people who work within the same organization, who share the
same external customers and organizational goals, and whose
work is in some way dependent on the work done by us, or by
others within the organization.

The service we provide internally to our colleagues impacts
directly on the service delivered to the customer outside the
organization. This ultimately affects their satisfaction and
whether or not they will come back. People fail to see this
connection between internal and external service, so requests
and demands from colleagues are seen as distractions which
simply get in the way of the "real" work of serving the "real"
customer. The immediate work becomes the focus rather than
the level of customer satisfaction.

How we treat Internal Customers ultimately affects the external
customers who keep the organization alive. So serving our
Internal Customers is not optional, it is essential to the
success of the organization.

INTERNAL CUSTOMER CARE IS ...

SUPPORTING THOSE WITHIN THE ORGANIZATION WHO
(DIRECTLY OR INDIRECTLY) SERVE THOSE OUTSIDE IT. As
Jan Carlzon (CEO of SAS Airlines) puts it:

If you're not serving a customer you'd better be serving
someone who is"!

Because Internal Customer Care is about people working with
people in a service chain, our sessions have been developed
for use with groups of delegates. All our activities involves
group discussions, syndicate work and team exercises. Some
of the activities involve individual thought and reflections.
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2-Days Workshop

9.00am —5.30pm

Internal Customers and Internal
Customer Care

What is Internal Customer Care?
Benefits of Internal Customer Care
Who are your internal customers
The Service Chain

Standards in Internal Customer Care
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The 6 Steps on the Stairway to Success:
Motivation to Excel in Work and Life

The Role of the Individual in Internal
Customer Care

O O OO

o

The 3 C’s — The People Factor

Rights and Responsibilities

Contact with Internal Customers

The Telephone in Internal Customer
Care

Your Work Standards

Interpersonal Skills in Internal Customer
Care

o Common Workplace Courtesies that

o Self-image reduce tension and lower stress

- First Impression is the Lasting

Impression [Esmwork _
- Professional 0 Teamwork in Internal Customer Care
o0 Attitude 0 Your Team in Internal Customer
- Being Positive In the Workplace: Good o You in the Team: Belbin's 8 Team Roles
Attitudes Are Contagious - 0 The Team Contract in Internal Customer Care
- You are the PR for your organisation .
o Complaints and Problem: Blame, Shame,

- Boost your own morale
- Stay positive amid workplace realities
Be a STAR at your job
0 Your Relationship with Others

Justify or Take Personal Responsibility?

o Goals
- How to Develop Your Goals Managing Emotions In the Workplace
Programme _
- Balance Your Priorities 0 It's Business, NOT personal
o Desire o Managing emotions with your boss, Co-workers
o Work and Customers

o0 Arrest that Stress: How to Depressurise Your

Life
Achieving Peak Performance on the Job _ , . . _
Conflicts Resolution & Utilisation — Taming The

o Discover your PEAK: Personal Tiger

Efficiency and Knowledge

0 Turning Awareness Into Peak
Performance

0 Succeeding Even When You're Not
Peaking

o Why and How Internal Conflicts can happen?
0 6 Steps to Resolving Conflicts at Work

Wrap-Up &

Certificate Presentation




