The Results

“If you cannot measure it — if you cannot express it in
guantitative terms — then your knowledge is of a meagre
and insignificant kind.” Lord Kelvin 1842.

Measuring training has never been easy and measuring
learning even more difficult. How do you know if the
training you are providing is increasing learning and
adding value to your organisation?

The Building Blocks of Client Service™ training program
is measured by Dr Stan Rodski, Chief Psychologist

at the Measurement Institute of Neuropsychological
Diagnostics (MIND).Objective evidence regarding
learning, training impact and business outcomes is
gathered by Dr Rodski using proven psychometric
techniqgues and measures, developed by MIND over the
last 10 years.

These include:

® Pre and post measurement of the training program
and learning outcomes.

® Fully benchmarked data for comparative and
improvement processes. Comparative data includes
high profile leadership programs from around the
world including USA and UK.

® When/if required, behavioural interviews to verify the
data collected from assessment with participants.

A clear and detailed report will be provided. This easily

understandable report establishes the impact of the

training, learning and retention which has taken place.

Trend analysis, time comparisons and benchmarking

are all provided within 24 hours of evaluation.

RAIT™
‘ Measured

www.preftrain.com

“Preferred Training Networks do two critical things
really well: they provide high quality, focused,
results-oriented training activities, and they back
these up with fantastic customer service. Their
professionalism and efficiency makes them a
pleasure to deal with.”

— D Hartman, Learning & Development
Manager, BNP Paribas

“What | like about your company is the fact that

| can come to you with a need, and you come
back very quickly with a good trainer or facilitator,
who will customise and deliver a tailored program
to suit our needs.”
— A Wright, Manager Learning & Development,
Austin Health

“The team at Preferred Training Networks have
made the task of finding quality trainers very
simple. | would recommend their services
without hesitation.”

— A Blesing, Program Manager, Law Institute

“At last somebody has developed a model to
make the process of finding quality trainers
easier.”

— S Rodski, Chief Psychologist, Melbourne
Institute of Neuropsychological Diagnostics

“Preferred Training Networks have never let me
down and offer such a professional service”
—R Larson, General Manager, American
Chamber of Commerce
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Australia’s first referred training network...
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Preferred Training Networks is Australia’s
first referred tgaining network. All trainers within
our networksr%w_e been referred by Senior HR

and L&D Managess from Australia’s top
500 companies.

The training process in six easy steps:

Build your own client service training program

By working with one of our professional consultants, you can build a customised Client Service training program
that suits your organisation and industry. Simply decide which blocks you would like in your
Client Service training program and we will assemble them for you.

Each block can be conducted in as little as an hour or as long as a day. You decide how many blocks you
would like fitted into each day.

Participants are provided with relevant articles and case studies two weeks prior to the program commencing.
Discussions during the training program will relate to these topics.

Delivery of The Building Blocks of Client Service™ training program.

A learning journal will accompany every workbook and participants will be encouraged throughout the
training program to think of creative solutions to address issues within their working environment.

Approximately 3-4 weeks after the program a business coach will contact each participant to monitor
their progress and add some individual ideas to address any struggle points.

RAIT™ is a valid and reliable learning assessment tool which produces a return on your investment on any
training program delivered. Developed by neuropsychologist, Dr Stan Rodski, this measurement system
enables identification of training which exceeds, meets or falls short of learning expectations.

Step One: Tick the Client Service Skills required for your team

[_] The Cycle of Service

L

Good versus Bad Client
Service

J

Connecting with your Clients

Core Values of Client Service

Communication Skills

Identifying who your Clients are

Moments of Truth

Building Client Rapport

Listening Skills

Body Language

Telephone Skills

Questioning Skills

Unique Selling Propositions

Assessing Product and Service
Performance

Communicating with Different
Generations

Communicating with Different
Cultures

Email and Writing Skills

Dealing with Challenging/Difficult
Clients

Buyer Behaviour:
Business to Business and
Business to Client

Delivering Exceptional Service

Client Expectations and Perceptions

Service Quality Gaps

Service Recovery

Engaging Clients

Creating Experiences for your
Clients

Ll O dJdodod

Blueprinting

Ul O J Jdodo

Understanding the Service Setting

[_] The Client Retention System

Building a Client Focused
Service Organisation

J

The Value of the Complaining Client

Ij Segmenting Clients

Developing Client Loyalty

J

Presentation Skills

[_] Adding Value to Clients

Ll U dD U U dJdodd

Influencing Clients

J

Decision Making Models

Step Two: Tick which additional services you require

Measurement

Benchmarking

0000

Feedback report

Follow-up coaching sessions

Evaluation of The Building Blocks of Client Service™

Step Three: Register your request with us for a response within 24 hours

Submit this page or please contact Melinda Kavanagh, Marketing Manager.
We will provide you with an obligation free quote within 24 hours.

Phone: 61 3 9805 8000
Direct: 61 3 9805 8037
Fax: 61 3 9882 9471

Email mkavanagh@preftrain.com

Web www.preftrain.com

N ‘ Pref Train Brochure_2007_YELLOW_2 2 @

6/02/2007  3:06:08 PM ‘ J—




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


