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WORLD CLASS
CUSTOMER SATISFACTION
PERFORMANCE MANAGEMENT
Towards the Highest Level of Customer Satisfaction and Branding
PROGRAM HIGHLIGHT

Who Should Attend This Training?

This program provides the necessary skills to ensure
customer satisfaction, delight and loyalty are well
managed. The models used for this program are the
Customer Requirement and Expectation (CRE), Beyond
Customer Expectation (BCE), Customer Values
Proposition (CVP) and Product or Service Branding.

Personnel who intend to assume the
responsibility of assuring and managing
customer satisfaction. Positions may include
managers, engineers, executives, supervisors,
technicians, etc. Personnel with QMS ISO 9000
responsibility will also benefit from attending
this program.

OBJECTIVES





To provide concepts and applications of World Class Customer Satisfaction
Assurance
To provide skills on application of Customer Values Tools
To provide skills on determining comprehensive and accurate Customer Satisfaction
Survey (CSS) to achieve customer delight and improve market share growth
Expected outcomes - Upon understanding concepts taught, the improvement of
product based on high trust in service and good branding strategies shall widen
market access and increase revenue.
OUTLINE
o Module 5: Implementation of
Actions - Monitoring Outcomes
Performance
o Module 6: Accurate Customer
Satisfaction Survey (CSS)
o Module 7: Responsive Actions on
Performance Shortcomings
o Module 8: Customer Performance
Review - Leadership Commitment

PROGRAM
Customer satisfaction is a fundamental requirement for successful and
sustainable organisation. Customer satisfaction to the highest level may
include providing experiences of customer happiness and delightfulness.
The ability to assure customer satisfaction through provision of correct
customer values and robust processes and framework defines
effectiveness of customer performance management

FEES
www.sirimsts.my

o Module 1: Defining Customer
Satisfaction Level using Likert
Scale
o Module 2: Customer Requirement
and Expectation (CRE)
o Module 3: Beyond Customer
Expectation (BCE)
o Module 4: Identification of Actions
for Assurance

REGISTRATION
(03) 5544 6327
(03) 5544 6764
masrina@sirim.my
norizan@sirim.my

RM1500/ PAX
*excluding 6% SST

(Discount: 3 or 4 pax - 5% /
5 pax and above - 10%)

