ensulting case study

Multinational Oil Company - Training Program to Deliver Improved
Customer Service and Improved Internal Relationships

Client Objectives

Our client, a multinational oil company, identified that there was a lack of
consistency in the level of customer service provided by their client facing
account managers and the operational delivery team. There was no clear
definition in the organisation as to what ‘good’ customer service was, and this not
only affected the organisation’s external relationships with its customers, but also
affected the way in which the account management and operational teams
worked with each other as internal customers and suppliers.

The client identified the need for external customer service expertise and
commissioned maia to provide definition to their concept of service, and a
training and workshop program bringing together the account management and
operational teams.

maia’s approach

maia provided training services which included the following key features and
benefits;

Full training needs analysis to define the requirements for the program
Design of a customer service training package based on solution finding
and presentation

Management of workshops and delivery of the training in 20 countries and
across 3 continents over a 3 month period

Delivery of training to delegates from over 30 countries and at varying
levels of experience

Pre and Post training analysis to identify delegates’ perceptions of their
training needs before and after the course.
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The Results

The training program achieved a step change in the way in which our client’s
team delivered customer service, both externally and internally. The pre and post
training analysis that we conducted demonstrated that our course actually helped
a number of the more experienced delegates to realise a gap in their knowledge
of customer service. Before the course, many of these delegates rated their
knowledge as excellent, whilst after the course they regarded themselves to
‘good’.

The training program also fostered good relations between the two groups
involved in serving customers and provided our client with a clearer definition of
customer service which they were able to use in future training programs.

If you would like to talk to us about how we can help your business, we would
love to hear from you. You can contact us on contactus@maiagroup.co.uk,
telephone us on 0870 7744220, or visit our website at www.maiagroup.co.uk
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