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Transformation Managed with Inspiration

PRESENTER

RAJES SINGAM,
SENIOR CONSULTANT,
TMI CONSULTANCY SDN BHD

WHO IS THIS
PROGRAM FOR?

HR MANAGERS,

LEARNING AND
DEVELOPMENT MANAGERS,
TRAINING MANAGERS

WORKSHOP DATE AND TIME
AND VENUE

WEDNESDAY, 18 AUG 2010
2.00PM TO 5.00PM
BOULEVARD HOTEL,
MIDVALLEY, KUALA LUMPUR.

WORKSHOP FEE

COMPLIMENTARY
(INCLUDING HANDOUTS)
BY INVITATION ONLY

TO RESERVE A PLACE:

Call Rosalind at 03-6203 4410 or

email her at
rosalind@tmimalaysia.com.my
to reserve a place. Please
include your full name and
designation.

OR If you are unable to attend,
please email Rosalind at
rosalind@tmimalaysia.com.my
to state your interest in attending
future events.

© 2010 TMI CONSULTANCY SDN
BHD. ALL RIGHTS RESERVED. ANY
INTENTION AND FORM OF DUPLICATION
OF THIS DOCUMENT IS PROHIBITED
WITHOUT WRITTEN CONSENT FROM
TMI CONSULTANCY SDN BHD.

A COMPLAINT IS A GIFT

How to maintain customer satisfaction

when there is a service breakdown

BusINEss CASE

The A Complaint Is a Gift workshop is
an interactive, fast-paced experience that
equips managers and customer-facing
employees with the skills to turn unhappy
customers into loyal customers.

This workshop provides practical strategies
for complaint handling. It costs five times
less to retain an existing customer than it
does to win a new one. Effective handling of
complaints is therefore an essential part of
today’s business life. The first step is to
ensure that customer complaints are listened
and responded to positively. By
concentrating on customer satisfaction with
your handling of their complaint, you can
achieve long term customer loyalty.

PRACTICAL WORKSHOP WITH INFORMATION THAT
YOU CAN USE THE NEXT DAY

This practical workshop will help your
organisation become more effective when
dealing with service breakdowns that lead
to customer complaints. Key benefits
include:

@ Ability to give better service to
customers

@ Improved skills in complaint handling
and dealing with angry customers

Understand customer emotions — as
well as your own

Benefits from proven techniques for
transforming complainants into loyal
customers

In this session, you will be exposed to:

@ The importance of complaints and their
contribution

Ineffective and Effective Service
Recovery

Q
@ How to measure your company’s
Complaints Culture

Q

Practical tools for employees to deal
with complaints effectively, and with
less stress

@ The TMI 8 Steps Gift Formula

“Bravo! Bravo! ©”
A participant from
American
International
Assurance
Berhad

“I will definitely look at

Complaints differently

now. Turn the negative
to positive - it’s all

about trust and
partnership.” A
participant from ING
Insurance Berhad
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A DIFFERENT
APPROACH

WORLD CLASS EUROPEAN THINKING ADAPTED
FOR MALAYSIAN ORGANISATIONS

TMI brings you new fresh thinking for old problems. TMl is a
world-leading organisational change and training consultancy
with resource centres in 36 countries. You will find that our
thinking is different. Our models are different. Over the last 30
years, this thinking has continued to have a major impact on
people and organisations around the world. Our key areas of
focus are on creating energised service cultures leadership and
performance improvement. In short, our aim is to help you

achieve your organisational goals through energised, productive

people. We do this through a combination of consulting, training
programmes and measurement processes that aim to maintain
the momentum of change after TMI’s involvement.

TMI has had a full time office in Kuala Lumpur since February

2005. We have a team of internationally trained consultants who
can work in English and Bahasa Malaysia. Clients include HSBC
Bank Malaysia, ING, Subang Jaya Medical Centre, Prince Court

Medical Centre, NTV7, TV3, Ericsson, Astro and more.

“This is what impressed me
about TMI. First, they
clearly care and are
passionate about achieving
client outcomes. Second,
they bring creativity to the
process to achieve an
outcome that we would not
have been able to achieve
on our own. Third, they
have a high attention to
details. Fourth, they made
it easy for the team at each
stage of the process.
Finally, I trust TMI. They
made a promise and they
delivered on that promise.”
Aziz Mohd Ibrahim,
Senior VP Change &
Talent Management,
Astro All Asia Broadcast

“Hiring TMI looks to be one
of the best professional
decisions !'ve ever made.”
Deputy Chief Executive
Officer, major International
Bank.

“It is with great enthusiasm
that we recommend great
services rendered to us
from TMI Consultancy Sdn
Bhd...”

Dato Amrin Awaluddin,
CEO Natseven TV Sdn Bhd
and Kamarul Zamly Ramly,
Manager Content Creation
Group

TACK SALES TRAINING

Announcing that TACK International is proudly under the TMI
Consultancy Sdn Bhd umbrella. TACK is one of Europe’s
leading sales training companies. It has offices in 40
countries around the world. TACK’s programs help sales
people sell more. They help customer service people spot
sales opportunities. They help managers manage sales
teams and key accounts more effectively.

They help you achieve your budgets and

improve your bottom line.

TMI CONSULTANCY SDN BHD (633749K)

Unit E-3-9 Block E, Plaza Damas, 60 Jalan Sri Hartamas 1
50480 Kuala Lumpur, Malaysia

T: 4603 6203 4410 | F: +603 6203 4458
E: info@tmimalaysia.com.my | W: www.tmimalaysia.com.my

HRDF Approved Training Provider (Serial No. 1241)

@ A WORLD OF EXPERIENCE

Some of our International Clients

3M « Aalborg Business School « ABB (Asea Brown Boveri) * African Development
Bank < AGIP « AIESEC (Association Internationale des Etudiants en Sciences
Economiques et Commerciales).” Air New Zealand * Airbus Industries ¢ Akbank *
Alcatel « Alfa Laval * Alfa Romeo ¢ All India Management Association * Almazy Rossii
Sakha ¢ Allianz Versicherung « America West Airlines « AMI Harley Street Clinic ¢
AMIL « Anchor Products * Apple Computer + ASM Brescia * ATC (Almaty Tobacco
Company) « AT&T Austrian Airlines « Autolatina < AVIS < Avon « BAI (Banca
d’America e d’ltalia) « ASK Computers ¢ Baltyk Chocolade « Banca Cremi « Banco do
Brasil « Banco Hispano Americano « Bancomer « BAT (British American Tobacco Co.)
 Bayer « BBC (British Broadcasting Corporation) « BCH « Benetton « BLASCO (Black
Sea Shipping Company) « BMW « Boeing ¢ Bofors *« BR legetoj ¢ British Airports
Authority « British Olympic Association « British Oxygen ¢ British Rail « British Telecom
» Bundeskanzleramt, Austria + CA-Leasing ¢« Cadence ¢ Canterbury & Thanet Health
Authority « Carlsberg « Carter Holt Harvey « Caterpillar « Cathay Pacific Airways °
Challenge Bank ¢ Chemical Bank Comcare * Condor ¢ Consilium ¢ Continellle *
Control Data « Convatec * CRAI « CSA (Czechoslovak Airlines) « Cunard * Cyprus
Broadcasting Corp. ¢ Danfoss ¢ Dansk Super-marked ¢« DEA ¢ DHLmWorldwide
Express ¢ Digital « Dresdner Bank ¢ Dulux « Dwr Cymru-Welsh Water « EAC (East
Asiatic Company) * Eczacibasi Yapi Gerecleri « EPNG (El Paso Natural Gas) « Estee
Lauder ¢ Eurocard ¢ Ferrari ¢ Finnish Telecom ¢ Finnish Tobacco ¢ Forum
Intercontinental HotelsFrance Secours « GEC Alsthom « GlaxoWellcome ¢« GME -
Gram ¢ Groue Schneider ¢ Grundfos ¢ Grundig *« Halmstads Jarnverk < Hardie Iplex ¢
Hapag Lloyd ¢ Health Insurance Commission * Henkel < Hilton « Hogg Robinson
Travel < Hollyhall School « Honey-well + Hong Kong Telecom ¢ Hotel Baltschug
Kempinski ¢« Howaldtswerke Deutschland Werft « Hungarian Telecom Company ¢
Icelandair « ICI (Imperial Chemical Industries) ¢« IKEA ¢ Incom Bank ¢ Industria
Farmacobiologica ¢ ING (Internationale Nederlanden Groep) Bank ¢ Inko Bank ¢ Inter
City Catering On Board Services ¢ Interamerican  Interflora * Intergraph Corp. « Ist S.
Paolo « Jelmoli « K&H Bank « Kamaz * Kenya Airways * Kinnarps « Kodak * Kone
Kowloon Canton Railway ¢ Kuwait Petroleum « Larvik Line ¢ Lloyd’s Bank ¢ London &
Manchester Assurance < Luftfartsverken < Maersk <« Mafatlal < Malev, Hungarian
Airlines « Maritime & Mercantile International * Metropolitan Police, London -«
Mexicana Airlines ¢« Mexx International « Ministry of Defence (UK) « Mitsubishi ¢
Morgan & Banks ¢ Motorola Semiconductors « Movenpick National Credit Bank ¢ Nat.
West. Insurance Services ¢ Nestle « Nissan « Nobel Industries ¢« Nokia ¢« Norsk Hydro
Northwest Airlines ¢ Northwest Airlink « NORTRA (Norwegian Travel Marketing
Group) * Norwegian Army ¢ OKO-Bank ¢ Olivetti « P&O (Peninsular and Oriental
Steam Navigation Co.) * Pacific Gas & Electricity «+ PECO (Philadelphia Electric Co.) ¢
Pepsi Cola « Peugeot * Philip Morris Philips « Phillips Petroleum « PNEM (Provinciale
Noordbrabrantse Energie-Maatschappij) Porsche Prime Minister's Office,
Denmark « Privatbanken ¢ Prospect Electricity « Provinsbanken ¢ Quelle « Rank Xerox
* Reuters Rikshospitalet « Rosenberger Hotels and Restaurants ¢« Royal Bank of
Canada * Rumbelows * Scandic Hotels « Schwabisch Gmunder Ersatzkasse * Sealink
+ Sedgwick ¢ Senderos + SEQEB (South-East Queensland Electricity Board) -
Shanghai Commercial and Savings Bank * Shangri-La Hotels and Resorts * Siemens
» Smithkline Beecham ¢« Sony « State Rail Country Link ¢ Statoil + Ster-Kinekor Films ¢
Stockholm Energy ¢ Storno ¢ Sun International « Supreme Soviet « Swedish Postal
Authority « Tampella « Telesp ¢ Texaco * TGl Friday’s * Thistle Hotels « Thorn EMI
Thuringia Versicherung « Time Air » Tobaksbolaget « Toshiba * Toyota * Trans Power
* Trust Bank NZ « Trygg-Hansa ¢ Turkish Airlines ¢ Tutunbank < Ufa Oil Refinery ¢
Ukrinbank ¢ Unilever « Unisys « Uponor ¢ Viking Line * ‘560lvo « Wasa Line + WCBA
(Workers’ Compensation Board of Alberta) «+ WHK « Wiener Stadtwerke ¢ Yasar
Holding More than 5,000 people trained Automobile Association ¢ Bank Austria ¢
British Caledonian * Copenhagen Handelsbank ¢ Dixons « EDAH ¢ Ericsson ¢ Esso ¢
General Motors « Grupo Iberia « Hewlett Packard « Jutland Telecom Int. < Kansallis
Banking Group ¢ Komercni Banka ¢« Mandarin Oriental Hotel Group * Price Choppers
* Royal Insurance « Sydney Electricity « Telecom Australia « Telecom Sweden * Voest
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