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Customer Relation & Marketing (CRM) Series

● Customer Service Skills
● Negotiation Skills-Creating & Retaining Customer
● Effective Selling Skills
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Customer Service Skills

*For the complete course content and quotation, please reach out to us at 
info@irs-training.com or kavitha@irs-training.com .

Introduction
No matter how excellent your product is, if you 
provide bad customer service, people will complain, 
and you will lose business.It is not difficult to 
get a customer, but it is definitely difficult to 
keep one.

The good news is that things can still be changed. 
Supporting current and potential consumers is known 
as providing customer service. But, it would not be 
possible to go from average to excellent customer 
service overnight. It needs an organisation-wide 
effort, a group of top-notch support staff, and a 
sincere commitment to real transformation. growth 
is to offer superior customer service, but doing so 
is not always simple.

In this programme, you will develop excellent 
customer service skills that will guarantee 
customer’s loyalty and repeat sales.This course not 
only provides participants with the knowledge and 
skills to provide good customer service, but also 
to handle difficult customers.

Understanding Customer Service
● Benefits of good customer 
service 

● Categories of customers
● Types of customers
● The myths of customer service
● Customer service in the 21st 
Century

● Simple actions huge returns

Understanding Customers’ Needs 
● The 5W and 1H in customer 
service

● Designing a Customer Service 
Survey

The Dos And Don’ts In Customer 
Service 
● Professional qualities in 
customer service 

● Giving your customer reasons 
to return

● Things to avoid when 
providing customer service

Course Content: Highlights
Analyse Your Current 
Customer Service Skills
● Characteristics of a good 
customer service 
personnel

● Evaluate your customer 
service skills

Process In Handling 
Customers’ Complaints
● Communicating with the 
unsatisfied customer

● Solving the customer’s 
problems with H.E.A.R.T

● Tips in handling 
customers’ complaints

Case Study And Role Play 
With Live Coaching
● Final class project by 
groups to present a 
common scenario to be 
covered in practice

Target Participants
Customer service personnel in  Customer Relation Management 
(CRM),Sales and Marketing people, call centre teams and customer 
facing frontline staff members

Key Learning Outcomes
By the end of the course, participants 
should be able to:

● Identify the  basic skills in 
providing good customer service to 
both internal and external customers.

● Evaluate own customer service and how 
to improve the skills.

● Suggest ways to handle difficult/ 
demanding or upset customers and 
maintain the good relationship with 
the customer.

Duration
2 Days
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Negotiation Skills- 
Creating & Retaining Customer

Introduction
In the business arena, we negotiation is define as 
getting others to reach an agreement or come to 
terms with us. A successful sales negotiator will 
reap many benefits from getting new customers to 
forging new business alliance through successful 
contract negotiations. Therefore, the more skillful 
negotiator will always have an upper hand in any 
business dealings.

Are you ready and prepared to negotiate? Can you 
enlarge the pie before it is divided between you 
and the other party?

This course is designed to enable a salesperson to 
negotiate successfully with their potential or 
existing clients. In this course, they will learn 
first to develop an irresistible offer and then to 
close the sales, focusing on negotiating a win-win 
terms with their customers.

*For the complete course content and quotation, please reach out to us at 
info@irs-training.com or kavitha@irs-training.com .

Part 1: Building Your 
Foundation In Negotiations

Defining Negotiation
● What is negotiation?
● What is sales negotiation?
● What is your unique selling 
point? – Structuring your 
irresistible offer!

● Defining your negotiation 
style- Negotiation style

● Working with your own style 
and beliefs

Principled Negotiation Versus 
Positional Negotiations 
● Separate people from the 
problem

● Focus on interests rather 
than positions

● Inventing options- enlarging 
the pie!

● Use objective criteria
● Know your BATNA-Best 
Alternative To A Negotiated 
Agreement

Course Content: Highlights

Part 2: Skills And Tactics  
In Negotiations

Playing The “Game” Of 
Negotiation
● The 4 steps negotiation 
process

● Communication skills in 
negotiations

● Seeing Other Points of View
● Reading Other People
● Listen – discover their 
concerns / needs

● Uncover- Key questioning 
techniques

● Analyse – yours and their 
interests

● Distinguish – interests from 
positions

● Communicate – your 
interests, ask why

The Art Of Making A Better 
Deal For Both Parties
● Authority tactic
● Satisfaction tactic
● Take it or leave it tactic

The Negotiation Project And 
Summary
● Application of learning and 
understanding with summary

Target Participants

Sales, Customer Service, and Marketing Executives

Key Learning Outcomes
By the end of the course, participants 
should be able to:

● Define a successful sales negotiation.
● Develop an irresistible offer using 

their product/service unique selling 
points.

● Differentiate between principled 
versus positional negotiations.

● Use the 4 step negotiation process.
● Understand and use the 5 different 

negotiation tactics.

Duration
2 Days
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Effective Selling Skills
Introduction
One way the company can improve sales revenues is by 
improving the selling skills of its salespeople and by 
tracking, reinforcing, and measuring results. A 
salesperson can create revenue by offering customers 
greater options. He and she can build customer loyalty 
by better matching customer needs to products and by 
resolving difficult situations to the customer’s 
satisfaction. 

Similar to many other occupations, sales is undergoing 
some significant shift. Salespeople require a 
different set of skills in order to thrive in this 
setting.

Each salesperson approaches a sales call in a unique 
way. Individual methods are crucial because they 
enable you to connect with customers on a human level. 
The essential selling skills that any salesperson 
should possess, as demonstrated by studies to be those 
skills that all sales representatives share.

As such and as represented by this programme, an 
effective salesperson needs a wide variety of skills 
and competencies in order to be successful in an 
increasingly competitive marketplace.

*For the complete course content and quotation, please reach out to us at 
info@irs-training.com or kavitha@irs-training.com .

Creative Selling Concepts
● What is creative selling and its 
uniqueness

● The importance of creative 
selling in a competitive sales 
environment

● The professional creative selling 
process

Listening And Probing For Customer 
Needs
● The psychology of buying behavior 
● Listening for facts and feelings
● Open, closed,and follow up probes

Presenting Your Solution 
● Customers buy benefits
● Preparing your presentation
● Body language

Overcoming Objections And Sales 
Closing
● Types of objections
● Three steps to overcome the 
objections

● Buying signals
● Closing techniques

Sales Territory Management
● Sales territory, sales routes and 
work load analysis

● Identify the major and minor 
market segments to facilitate 
effective selling 

Course Content: Highlights

Managing Difficult Situations
● Types of situations and  
steps to defuse them

● Managing feeling
● Problem solving skills

Sales Planning And Strategies
● The practical sales planning 
process

● Evaluate and select the most 
appropriate sales strategies

Organizing The Sales Force
● Sales organizational 
structure

● Specific job duties and 
standards 

● Manage and develop the sales 
team

● Design and implement sales 
incentive plan

Implementing The Sales Plan
● Form positive sales culture
● Document the sales system and 
standard operating procedures

Evaluation Of Sales 
Performance
● Sales performance evaluation 
system 

● Evaluation discussion 
● Action plan to increase sales

Target Participants

Sales, Customer Service, and Marketing Executives

Key Learning Outcomes
By the end of the course, participants 
should be able to:

● Identify the underlying needs of our 
customers.

● Deliver customer-focused solution with 
product benefits effectively.

● Close sales by overcoming objections 
professionally.

● Strengthen the essential selling 
skills of the sales force.

● Handle difficult situations 
objectively.

Duration
3 Days
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Marketing Strategies
Introduction
It has gotten harder and harder to spread the word 
about your goods, services, or information. A business 
must work hard to expand. You must have a workable 
idea first. The next step is to identify a lucrative 
niche, specify your target market, and have something 
worthwhile to offer them. Additionally, turning a 
profit and remaining afloat are practically difficult 
without the appropriate marketing tactics to support 
your growth. 

Finding the best marketing tactics for your company is 
frequently compared to rocket science. How can you 
effectively reach the proper audience with your 
message? How can you convert your offer to promote 
awareness, raise sales, and maintain a profit? It is 
understandable that most people are ready to put in 
extra effort these days with everything competing for 
our attention, from social networking to search engine 
optimization, blogging, and pay-per-click advertising.

As such, knowing about effective marketing strategies 
is important for businesses to navigate market 
conditions while evaluating and reinforcing company’s 
competitiveness.

Strategic Marketing And Planning
● Benefits of marketing strategy 
● Steps in developing marketing 
strategies and plans

● Contents of a marketing plan

Overview Of Main Areas Of Strategy
● The Product-market investment 
strategy 

● The Customer Value Proposition
● Assets and competencies
● Functional Strategies and 
Programmes

Marketing Environment Analysis
● Marketing environment 
● Industry attractiveness
● Market research 

Connecting With Customers 
● Process of attracting and retaining 
customers

● Marketing activities for building 
loyalty

● Customer Relationship Management

Dealing With Competition And 
Building Strong Brands
● Competitive forces and competitors
● Brands and branding
● Brand elements criteria 

Course Content: Highlights

Product Strategies And New 
Market Offering
● Product strategies and 
managing through the life 
cycle

● New product development 
process

● Factors contributing to new 
product development

● Challenges in new product 
development

● Consumer adoption process

Pricing And Marketing 
Intermediaries
● Pricing strategies
● Steps in setting the price
● Initiating price cuts and 
price increases

● Retailing,wholesaling, and 
logistics 

Energising And Leveraging The 
Business 
● New business and global 
strategies 

● From silos to synergy
● Red and Blue Ocean Strategy
● Types of marketing strategies
● Contemporary marketing issues

Target Participants

Sales and Marketing Executives*For the complete course content and quotation, please reach out to us at 
info@irs-training.com or kavitha@irs-training.com .

Key Learning Outcomes
By the end of the course, participants 
should be able to:

● Understand the meaning and importance 
of strategic marketing and planning.

● Appreciate the need for understanding 
the marketing environment and analyze 
how the environmental factors impact 
the marketing practices and 
performance of organizations.

● Understanding the need and importance 
of creating value for customers.

● Gain insights into the impact of 
competition, how companies deal with 
competition and brand related 
concepts.

Duration
2 Days
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Effective Sales Strategies
Introduction
In today’s tough economic times, companies are 
looking for ways to increase sales, overall 
revenues, productivity and effectiveness without 
spending a fortune. Success or failure in business 
is a result of whether the management have in place 
some well tested effective sales strategies. 

Some organisations have managed to survive harsh 
competitions in the marketplace by practicing good 
sales strategies as it can be a major growth 
engine.

This course is designed to enable the participants 
to implement the effective sales strategy to 
increase market share.

The benefit of this programme is to equip 
participants with various set of knowledge and 
skills in developing and implementing effective 
sales strategies to be in line with company 
direction.

*For the complete course content and quotation, please reach out to us at 
info@irs-training.com or kavitha@irs-training.com .

Technique Of Seeking Out New Key 
Account For Focused Marketing
● Marketing concept and strategic 
Planning

● Maintaining a constant flow of new 
customers

Process Of Preparing Winning Tenders 
And Quotations
● Preparing the tender or quotations 
● The ‘Winning Factors’

Concept Of ‘Management Sweet Talk’
● What is Sweet Talk
● How to persuade?

Connecting With Customers 
● Process of attracting and retaining 
customers

● Customer Relationship Management

Apply E-Commerce And Website To 
Search Out For New Customers
● How to participate in the Forums?
● Working on Pay per Click Ads 

Company Leverages And Limitations
● Competitive analysis and strategy
● SWOT Analysis

Apply The Past And Future Sales 
Trend Analysis
● Product line analysis
● Analysis of past and current 
marketing data

Course Content: Highlights

Method Of Retaining Existing 
Customers
● Why are customers loyal
● Components of Wheel of Loyalty

Process of Planning And 
Implementing Sales Campaign
● Marketing and sales objective
● Sales forecast and budget

Technique of Developing And 
Managing Sales Team Effectively 
● Territory Management
● Plan, Actions and Results

Method To Coach And Counsel   
Sales People 
● Coaching Plan: A sample 
● Keys for effective counseling
● The confrontation process

Method To Develop Sales    
Incentive Programme 
● Developing compensation plans

Lead And Motivate Sales Teams    
To Achieve Target 
● Techniques to lead and motivate 
sales team

● Ways to keep salesperson 
informedTarget Participants

Managing Director,Chief Executive Officer, Executive Director 
as well as Sales and Marketing Directors, Managers, and 
Executives

Key Learning Outcomes
By the end of the course, participants 
should be able to:

● Implement strategies in seeking for 
new customer.

● Implement sales strategies to increase 
market share.

● Lead the sales team effectively.

Duration
3 Days
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CONSULTING SOLUTIONS
We offer consultancy services such as
●  Training Needs Analysis (TNA) -HRD CORP *
● Web-based assessment service of  Creative Process Inventory (CPI)
● Organisational Creativity (OC)
● FourSight® Creative Thinking System
● Talent Acceleration Centre (TAC)

Note: *Subject to final approval by HRD Corp
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STAY TUNED!

Exciting new Training and 
Development Programmes 
are coming soon…
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Our Contact 

IRS Training Sdn Bhd   

Address: 3-7, Subang Business Centre, Jalan USJ9/5Q, 47620 Subang Jaya, 
Selangor Darul Ehsan, MALAYSIA

Tel : +603 8024 1208 | WhatsApp: +6012.2627780 | Fax :  603.8024.1203 

Website: www.irs-training.com | Google Business Site: IRS Training 

Email: info@irs-training.com | Email: kavitha@irs-training.com

Facebook: https://www.facebook.com/IRS.Training/ 
Twitter: https://twitter.com/irstraining
Youtube: IRS Training Malaysia
Linkedin: linkedin.com/in/irs-training-73435115a


