
 

 

 

 

EITA GROUP – TRAINING 

 

Customer Service Excellence – 24 – 25 June 2016 

 

 

On 24-25 June 2016, Group-wide a training 
programme called “Customer Service 
Excellence” was organized for various EITA 
subsidiaries.  
 
This 2-day workshop is designed to help 
participants learn the fundamentals of 
customer service and how to deal with 
complaints effectively. With this the 

participant will learn how customer service can 
become the key differentiator and create the 

winning edge. They will also gain knowledge on the value of dealing with complaints 
effectively. 
 

"As far as customers are concerned you are the company. This is not a 
burden, but the core of your job. You hold in your hands the power to keep 

customers coming back – perhaps even to make or break the company." 
 

- Unknown 
 
With these essentials the participants can 
become a valuable to asset to the organization 
in helping raise the performance in the 
organization in order to achieve the aspirations 
of the organization. 
 
 

Objectives of the Program 
 

To get the participants: 
 

1.  To understand the fundamentals of customer service. 
2.  What are the qualities of a good Customer Service personnel. 



3.  Why communication is a critical factor in customer service and dealing with 
complaints. 

4.  How to manage complaints and deal with them effectively. 
5.  How to turn a complaint into an opportunity. 
6.  How to utilize service techniques and tools in maintaining customer satisfaction. 
 

 

At the end of the program, the participants will: 
 

    Understand the fundamentals of customer 
service. 

    Understand what it takes to be a good 
Customer Service personnel. 

    Use communication effectively when 
dealing with complaints. 

    Understand the value of customer 
complaints and have the confidence to be 
able to handle complaints effectively. 

    Be able to turn a complaint into an opportunity for the organization. 

    Be to use customer service techniques and tools in maintain customer 
satisfaction. 

 

Mr Shal Tharumalingam is a Certified Training Consultant with Global Dynamics was 
engaged as this trainer for this programme. He obtained his Bachelor of Arts (Hons.) 
in Law & Business Administration from Oxford Brookes University, UK and has a 
Certificate in Personnel Management from the Malaysian Institute of Human 
Resources. 

 
Mr Shal has 20 years of experience 
working in the areas of customer 
service, advertising & promotions and 
corporate communications in a vast 
range of industries including 
manufacturing of consumer goods, 
industrial gases and paint. He has also 
researched and facilitated in the areas 
of Business English, Sales, Marketing, 
Customer Service, Communications, 
Public Relations, Counselling, 
Supervisory Skills, Change 
Management, Management Skills, 

Motivation, Personality Profiles, Team Building, Goal Setting and Personal Excellence. 
 


