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Programme Coverage:

The growing importance of service sector in the share of national GDP is well
recognized and understood. The organizations belonging to industries like
telecommunication, banking, insurance and financial services, IT and ITES,
healthcare, electricity distribution, airlines, travel and tourism have contributed
mostly to this substantial growth and expansion of service sector. The success of
service organizations depends to a large extent on their customer relationship
management handled by customer service executives. It requires managing the
customers’/ clients’ needs, expectations, and grievances with a great deal of
patience and sensitivity that many customer service executives lack in practice.
Today’s business managers / executives must be aware of and sensitive to the
behavioural elements of customer relationship management to take their respective
organizations to a new height of excellence. This programme would specifically
focus on how to develop the customer service managers’ or executives’ behavioural
competencies like helping attitude, positive mindset, precise communication,
management of self under stressful work conditions, building effective interpersonal
relations, among others to resolve the customer service related issues in a better
and more satisfying manner.

Programme Content :
The programme, in particular, would cover the following topics:

H+

Customer Expectations in Service Delivery and Excellence
Concept and Identification of Behavioural Competencies
Analysis of ‘Self” as a Service Provider

Mental Roadblocks to Service Delivery

Developing Positive Attitude towards Customers

Interface between Customer and Service Provider

Gap between Expected versus Delivered Service

‘KANO’ Model of Service Excellence

Employee Satisfaction Measures for Customer Service Excellence
Building, Leading and Managing Customer Service Team
Measurement of Behavioural Competencies

Profiling of Behavioural Competencies

Building Organizational System for Competency Benchmarking
and service Delivery
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Pedagogy
Lectures will be delivered to give overview of the subject and review key areas

in depth. Several case studies will be undertaken followed by interactive discussions.
Participants will break into groups to conduct exercises, role-plays, and presentations
on the topics selected, using Internet resources, and write a brief organizational
action plan as part of this executive seminar session.

Who should attend
Junior and Middle level executives directly responsible for developing, managing,
and leading customer service teams of organizations engaged in service industries.

Programme Director
Dr.Koustab Ghosh

Presently working as a Faculty member in the area of
Organization Behaviour and Human Resource Management
at Calcutta Business School, India. He has done his Ph.D.
from Vinod Gupta School of Management (VGSOM), Indian
Institute of Technology, Kharagpur, India. He has formal
Management Education background with specialization in
organization behaviour and human resource management
from Bengal Engineering and Science University. His areas
of academic interests include team-building, leadership,
organization design and structure, change and organization development,
organizational effectiveness, and socio-technical integration. He has worked on
various academic assignments and industrial projects with a number of organizations
including the Indian Council of Social Science Research (ICSSR). With more than
seven years of experience in industry and academics, he has conducted a number
of executive training programmes for various private and public sector organizations
like Gas Authority of India, Hindusthan Aeronautics, CMC, Tata Power, Engineers
India Ltd., IFFCO, Oriental Bank of Commerce, and LG Electronics among others.
He has published twenty five academic research papers in journals of national and
international repute. He has also contributed and presented papers in various
national level seminars held at IIM Ahmedabad, XLRI, IIM Indore, and IIM Kozhikode.
He has been invited to teach courses on organizational behaviour at S.P. Jain
Institute of Management Research Mumbai, and Symbiosis Institute for HRD, Pune.

Faculty
Along with the programme director, experienced industry practitioners from
service industry would deliver sessions on scheduled topics.
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Participation Fee & Payment:

Rs.15,000/- (Rupees fifteenthousand only) per participant, which includes pick-up and drop-off
at airport/railway station, for out station participants (if necessary), fully air conditioned
boarding and lodging, necessary course material. Participation fees to be paid by DD/ Cheque
drawn in favour of ‘Calcutta Business School’ and payable on any Bank in Kolkata and sent to
the address mentioned in the Contact Details below.

Discount on Programme Fees: A 10% Corporate Discount will be given to two or more participants
nominated from the same organization.

Participants are requested to arrive on 11th evening and depart on 13th.March ’10 afternoon.
About Calcutta Business School (CBS)

Promoted by a group of Industrialists and Academecians, CBS, an autonomous Institution,
commenced its journey in July 2008, offering an innovative and futuristic fully residential 2-
Year PGDM Programme, approved by AICTE. It is located on a sprawling 15 acre campus, about
7 kms. south of 1IM Calcutta. In addition to world class full-time Faculty, outstanding Distinguished
Professors and Visiting Professors from all over the world (24 from leading business schools in
America and Australasia) provide the academic inputs. In the state-of-the-art “intelligent’
campus, all students are provided with powerful wireless laptops with 24 hours connectivity to
internet and the server. The pedagogy includes individual and team based projects and case
studies with frequent power point presentations.

The Management Development Centre (MDC) is a fully air conditioned 3-star residential (50
single and 10 double rooms) facility within the campus with its exclusive academic complex,
lounge and dining hall.

Please visit www.calcuttabusinessschool.org for further details.

Architect’s rendition
Reaching CBS Campus

The Campus is approximately 50 kms. from Netaji Subhash Chandra Bose International Airport;
about and 40 kms. from Sealdah or Howrah Railway station.

Contact: Coordinator—-MDP, Management Development Center

Calcutta Business School

Diamond Harbour Road, Bishnupur 743503, 24 Parganas (South),West Bengal

Tel: 033 2480 9609-11, Telefax: 033 2480 9612, email: mdp@calcuttabusinessschool.org




