
2- Day  Co urse  

Sharpening your Selling & Customer Service Skills  
- Retaining your Customers Successfully - 

Date : 12 & 13 May 2016 

Time : 9.00 am -  5.00 pm                   
Ve nue : Hote l Grandis KK Sabah  

Fac ilitator: Dr. William Le on Chua     

Claimable  unde r HRDF /  SBL Sc he me  

 

Introduc tion : 

‘SELLING’ is a  ve ry c o mmo n b usine ss b uzzwo rd  fo r g e tting  /  se c uring  c usto me rs. Se lling  ha s 

mo ve d  b e yo nd  ‘ he re ’ s the  pro duc t, p le a se  p a y up ’  to  a  mo re  c o nsulta tive  a pp ro a c h. Eve ryo ne  

c la ims the y kno w ho w to  se ll, b ut do  the y?  It ta ke s mo re  tha n just ye a rs o f ha nd s-o n sa le s 

e xp e rie nc e ; it ta ke s re fine d  a nd  p ro ve n skills a nd  mo re  pra c tic e ..... But the n a g a in, sa le s witho ut 

se rvic e  e xc e lle nc e  a re  like  the  b e a uty witho ut b ra in. Sa le s & Se rvic e  must g o  ha nd -in-ha nd . It is 

the  two  sid e s o f a  c o in in b usine ss. Se lling  is a n Art a nd  Se rvic e  is a n e xte nsio n b e yo nd  just a  

smiling  fa c e . It re q uire s a  d e mo nstra tio n o f pro fe ssio na lism a nd  q ua lity tha t ne e d  to  b e  re vie we d  

a nd  re fine d  fro m time  to  time . Whe the r in c o nfro nta tio n with e c o no mic  do wnturn o r ta king  

a dva nta g e  o f a  ro b ust e c o no mic  g ro wth-this p ro g ra m is just wha t yo u ne e d  fo r ma inta ining  

q ua lity se rvic e  e xc e lle nc e  a nd  a n inc re a sing  sa le  mo me ntum in o rd e r to  p e rp e tua lly g ro w yo ur 

b usine ss) This pro g ra m is a lso  inte nd e d  to  sha rp e n yo ur sa le s /  se rvic e  p e o p le  a nd  pro vid e  the  

so lid  fo unda tio n tha t pa ve s the  wa y to wa rd s e sta b lishing  a n e ve r inc re a sing  sa le s mo me ntum. 

 

How Will You Be nefit : 

At the  e nd of this training  se ssion, partic ipants will be  able : 

 To  imp ro ve  the  a rt o f se lling  a nd  to  e nha nc e  c usto me r se rvic e  to  c o mple me nt the  d rive  

fo r mo re  sa le s, thus e sta b lishing  the  po ssib ility o f c o ntinuo usly se c uring  mo re  a nd  mo re  

sa le s.  

 To  re vive , re fre sh a nd  re ne w the  sp irit o f the  sa le spe o p le  so  tha t the y c a n sta y o n tra c k in 

the  e nthusia stic  pursuit o f mo re  sa le s 

 

Ke y Conte nts : 

Sharpe ning  your Se lling  Skills 

 Pro fe ssio na l Ima g e  Ma na g e me nt 

 Yo ur Attitud e  a s a  Sa le s Pro fe ssio na l 

 De ve lo p ing  Co nfid e nc e  in Se lling  

 The  Go ld e n Rule s o f Se lling  

 Le a d e r-shift into  the  ‘ Pro fe ssio na l Sa le s Pa ra dig m’  

 Ne two rking  & Qua lifying  Pro sp e c ts 

 Time  Ma na g e me nt & Go a l Se tting  

 Ma king  & Se c uring  Ap p o intme nts 

 G re e ting  Skills & Te c hniq ue s 

 Ra p po rt Build ing  

 Re d uc ing  re la tio nship  te nsio n & d e ve lo p ing  frie nd ship s 

 Disc o ve r Ne e d s  

 Pro b ing  with d e sig ne d  q ue stio ns 

 Se ll So lutio ns  

 Stre ssing  b e ne fits & a dva nta g e s 

 Ta c kling  Que stio ns & Ha nd ling  O b je c tio ns 

 Se ll the  Sa le   

 Ap p lying  a  myria d  o f c lo sing  te c hniq ue s to  se c ure  the  sa le  

 Pre ve nting  Re sc issio ns  

 Ke e p  the  sa le  



 

Sharpe ning  your Custome r Se rvic e  Skills 

 Und e rsta nd  Ho w Custo me rs a re  Lo st & De sig ning  Wa ys to  Re ta in The m 

 Se lling  & Se rving  the  Diffe re nt Custo me r Pe rso na litie s 

 Inte rp e rso na l & Co mmunic a tio n Skills Ca n Ma ke  the  Diffe re nc e  

 Ling uistic  Skills: Empo we r yo urse lf to  sp e a k b e tte r 

 Liste ning  Attitud e  & yo ur Liste ning  Skills 

 The  VIN Princ ip le  o f Se rving  Custo me rs 

 The  10 Dime nsio ns o f Se rvic e  Qua lity 

 Ho w to  Be tte r S.E.R.V.E the  Custo me rs 

 Te le pho nic  Exc e lle nc e  

 Co mmo n Se nse  Te c hniq ue s in Se rving  & Ma king  the  Custo me r Ha pp y! 

 Re vie w the  Winning  Ba la nc e  b e twe e n ‘ Se lling ’  & ‘ Se rving ’  

 

Me thodolog y : 

Mo tiva tio n, Le c ture , Ro le  Pla y, Gro up  inte ra c tio ns, Assig nme nts, Vid e o s  

 

Who Should Atte nd : 

All tho se  who  a re  d ire c tly o r ind ire c tly invo lve d  in sa le s & ma rke ting  a nd  tho se  in the  c usto me r 

se rvic e s  

 

Fac ilitator : 

Mr. William Le on Chua  ha s a  b ro a d  e xp e rie nc e  in ma na g e me nt a fte r ha ving  wo rke d  with 

se ve ra l multi-na tio na l o rg a niza tio ns in va rio us ma na g e ria l c a pa c itie s suc h a s - Gro up  Ma rke ting  

Ma na g e r, Ma npo we r Tra ining  & De ve lo p me nt Ma na g e r, Re g io na l Busine ss De ve lo p me nt 

Ma na g e r, a nd  Gro up  HR & Tra ining  Ma na g e r. His 26 ye a rs o f wo rking  e xp e rie nc e  ha s e xpo se d  

him to  a  wid e  sp e c trum o f d isc ip line s.  

He  ho ld s te rtia ry q ua lific a tio ns in Sa le s Ma na g e me nt a nd  Busine ss & Ma na g e me nt, a nd  ha s 

b e e n a  tra ine r sinc e  1983. He  is a lso  a  c e rtifie d  tra ine r in the  fa c ilita tio n o f Custo me r Se rvic e  

Exc e lle nc e  fro m the  Se rvic e  Ce ntre  o f Switze rla nd . To -d a te  he  ha s c o nd uc te d  fo r va rio us 

ind ustrie s inc lud ing  Ba nks, Insura nc e  Co mpa nie s, Ma nufa c to rie s, Ho lida y Re so rts, IT Co mpa nie s 

e tc . 

He  is the  Org a nizing  Cha irma n o f the  1st Ma la ysia  Op e n All Style s Ma rtia l Arts Cha mpio nship  

whe re in his d isc ip le s wo n a ll the  e ve nts. He  is a  p ro ve n ma ste r, a  c o a c h, a  live  wire  tha t c ha rg e s 

the  inne r se lf e ve n in the  to ug he st a nd  ro ug hne ss o f c ha lle ng e s. He  ha s c o nduc te d  tra ining  to  a  

numb e r o f c o mpa nie s, so me  o f whic h a re : ING  Insura nc e , Ce re b ro s, RHB Ba nk, Allia nc e  Ba nk, 

Asia  Life , Ame ric a n Ho me  Assura nc e , Ama na h Sa ha m Sa ra wa k, Ho ng  Le o ng  Unit Trust, Wing  Tie k 

Ho ld ing s, Mitsui Sumito mo , Ama ssura nc e , Te c hd o s, PBDS, To yo ta , Ho nda  e tc . 
 

 

 

Re g istration Form: 

Ye s! (I a m /  We  a re ) inte re ste d  in a tte nd ing  the  2-day Course  o n  

Sharpe ning  your Se lling  & Custome r Se rvic e  Skills -  Re taining  your Custome rs Suc c e ssfully da te d  

12 & 13 Ma y 2016  

 

Pa rtic ipa nt 1: _______________________________________ De sig na tio n: ___________________ 

 

Pa rtic ipa nt 2: _______________________________________ De sig na tio n: ___________________ 

 

Pa rtic ipa nt 3: _______________________________________ De sig na tio n: ___________________ 

 



Pa rtic ipa nt 4: _______________________________________ De sig na tio n: ___________________ 

 

Pa rtic ipa nt 5: _______________________________________ De sig na tio n: ___________________ 

 

Co mpa ny: _________________________________________________________________________ 

 

Ad d re ss: __________________________________________________________________________ 

 

_________________________________________________________________________________ 

 

Co nta c t p e rso n: _____________________________________ De sig na tio n: ___________________  

 

Te l: __________________ Fa x: __________________ E-Ma il: ___________________________ 

 

Pa yme nt: RM _____________ Che q ue  No .: __________________ 

 

 

______________________ 

Sig na ture  & Co mp a ny Sta mp 

 

ADVISION MANAGEMENT SERVICES (001480779-M) 

Ple ase  c ontac t Steve n /  Ire ne  at : 

Te l: 03-6280 8654     Fa x: 03-6280 8404      

Ema il to : a dvisio n_ma l@ ya ho o .c o m 

OFFICE HOUR: Monday to  Friday(9am to 5.30 pm )   

Re g istration c an be  made  by fax, re g istration online  or e mail to  a dvisio n_ma l@ ya ho o .c o m. 

Pa yme nt sha ll b e  ma d e  pa ya b le  to  Ad Visio n Ma na g e me nt Se rvic e s 

The  up date s o f o ur tra ining  c o urse s a re  se nt to  yo u, a s we  think tha t the y mig ht be  o f inte re st a nd  b e ne fit to  

yo u.  

Ple ase  he lp  to  fo rwa rd to  o the rs who  may b e  inte re ste d . 

Howe ve r, if yo u d o  no t wish to  re c e ive  furthe r ma iling s fro m us, p le a se  re ply to  a dvisio n.ma l@ g mail.c o m  

with "REMOVE" in the  sub je c t line . Tha nk yo u. 

 

 


