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Workshop Goals





Every project and business initiative has two critical dimensions: technical performance (i.e., delivering results) and interaction management (i.e., managing relationships).  Your client’s satisfaction with your technical performance is a result of how well you do your job.  Your client’s satisfaction with your interaction management is a result of how well you relate to the client and address their professional and personal needs.





In other words, clients notice not just what you do, they pay close attention to how you do it.  The client’s perception of service quality needs to be capably managed in addition to obtaining superior technical results.





Everyone in business, from the project manager to the IS analyst, is constantly interacting with clients.  Clients can be paying project customers, people in other departments, other members of your project team, or your supervisor or staff.  Anyone who needs something from you – information, a decision, a product enhancement – is your client.











Your professionalism, listening skills, availability, responsiveness, reliability, etc. are all factored into a client’s level of satisfaction.  Over and above individual expertise, these relationship skills can turn an acceptable (or a disappointing) experience into a memorable business success story, be it increased orders, high output project teams, or enhanced staff morale.





Every interaction counts, and every interaction is remembered.  Just as you respond to good or bad service as a consumer, so too does each of your clients.  This one-day workshop will provide your people with the tools and techniques to turn client interactions, both external and internal, into a serious competitive advantage.











To provide participants with information and techniques to help make every interaction with clients a positive and enjoyable one.





To review and apply tools that will make every client feel their specific needs have been fully defined and completely addressed. 





Real World Benefits








Results Are No Longer Enough
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Target Population:  Project managers, sales teams and others with internal and/or external clients who are interested in:





Using client interaction to create a competitive advantage


Delivering superior service to enhance client satisfaction


Understanding their responsibilities in creating and maintaining productive client relationships








Duration:  Eight Hours (can be modularized)








Content:





Tools and techniques for ensuring a positive client experience


Things to watch out for when interacting with clients


How to build a Service Plan for all key clients


The five major interaction-related causes for project failure, and how to avoid them











Move to the Next Level:  Transition from being a “technically proficient project manager” to being a true “project professional”.





Reduced Time and Cost for Projects/Initiatives:  Projects and assignments for internal clients will run smoother, more efficiently, and with less interpersonal conflict.





Enhanced Client Loyalty:  Clients will trust your organization’s ability to hear their issues, define their needs, and deliver cost effective solutions.





Image Improvement:  A culture where everyone is focused on client interaction will attract future clients to your organization.  





“Soft Dollar” Savings:  Morale will be improved, communications more consistent and efficient, and top talent more easily attracted and retained.


 





Turn


“Acceptable” Into “Outstanding”








