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CICSP

Certified International Customer Service Professional

Introduction

In today’s highly competitive business environment, managing customer relationships
and effectively interacting with your customers are critical to an organization’s success.
By enhancing the customer experience, organizations can develop a strong relationship
between the customer and the organization. If sustained over time, organizations can
strengthen their competitive position and as a result increase its profitability.

This program examines customer service and customer relationship management
(CRM) as a key strategic process within all organizations. CRM is defined as the overall
process of building and maintaining profitable customer relationships by delivering value
and satisfaction to the customer. Focusing on process, strategy and technology, this
program leads students from understanding the fundamentals of customer service and
CRM through the implementation of CRM systems and analysis of customer data. It
discusses customer service and CRM philosophy as well as the systems in place that
incorporate and integrate information from sales, marketing and service.

The theory of CRM is being exalted to a new status because of today’'s severe
competition and nearly saturated products. Wal-Mart, Southwest Airline with great
reputation highly listed in Fortune magazine make management ability of customer
service as their core competitiveness. The essence of competition between
corporations is customer satisfaction; customer service department is no longer a
dispensable department but the edge tool of corporate development.

The program is designed to introduce students to both customer service skills and CRM
fundamentals in managing customers. The curriculum will introduce students to
concepts and functionality for all customer service professionals. This Certification
Program is a core certification program of the American Certification Institute. This
program offers the designation of CICSP (Certified International Customer Service
Professional) to candidates who demonstrate their understanding of the fundamentals
of the profession through the successful completion of rigorous professional certification
examinations based upon the CUSTOMER SERVICE MANAGEMENT BODY OF
KNOWLEDGE (CSMBOK). The CSMBOK is supported by 2 modules of study material
for the CICSP.
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Program Goals and Objectives
Upon completing this course students should be able to:

Get closer to your internal customers and their needs

Build stronger relationships built on competence and trust

Market your department’s services more effectively

Manage client expectations and deliver results that add value

Recognize the power of approaching internal customers in the same way as
external customers

Measure their own function’s degree of customer focus and be able to apply a
variety of tactics to get closer to the customer

Understand the steps in the internal consultancy cycle

Understand a variety of methods to solve client problems

Recognize Critical Success Factors and their importance to the business

0 Recognize how to align their Department’s plans with the organization's strategy
and tactics
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Modules for Certification

Module 1 (Customer Service Skills)

1) Achieving high customer satisfaction

2) Developing strong listening and communication skills
3) Winning Telephone skills

4) Technical writing skills for support professionals

5) Handling difficult customer situation

6) Solving and preventing problems

7) Teams and team players in a help desk setting

8) Minimizing stress and avoiding burnout

Module 2 (Customer Relationship Management)

1) CRM Overview, Types, Strategy and Implementation

2) The Theoretical Framework of CRM

3) CRM Project Organization in the FINANCIAL INDUSTRY

4) The Evolution of Customer Relationships and Customer Value

5) Main Benefits and Organizational Impacts of CRM within the Bank
6) Data Mining Systems Supporting the Marketing Function

7) CRM Conclusion
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Examination

Completion of the certification program requires completion of 80 question multiple
choice examination prepared from the CUSTOMER SERVICE MANAGEMENT BODY
OF KNOWLEDGE (CSMBOK).

Professional Designation
Successful candidates are granted the designation of CCSP. The designations may be
used just as similar recognitions are employed in accounting, insurance, medicine, law,

and other professions. Either the full expression or the initials may be used after the
individual's name on business cards, stationery, etc.
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