Dr David Freemantle

Dr David Freemantle is one of the world’s leading authorities on motivation and customer service. He has written 12 best-
selling business books which have been published in 18 languages. He travels the world over, running seminars, speaking
at conferences as well as running in-house training programs. He has extensive experience working in Asia, Africa, the
United Kingdom and USA for both the public and private sectors. His international clients include: the Virgin Group (he
recently interviewed Sir Richard Branson for his new book), Avon Cosmetics, SmithKline Beecham, Nike, Zurich Financial
Services, Singapore Airlines, Total Oil, BD Pharmaceuticals, EDS and many other MNCs and government agencies.

His new book “The Eight Suns of Asian Service” has just been published in Singapore by Prentice Hall whilst his previous
book “What Customers Like about You” was a finalist for the UK Business Book of the Year Award. He is based in the
UK and prior to founding his own company, was on the board of a major airline. He has extensive ‘hands on’ experience
in the commercial world as well as at senior executive level.

For more information on Dr Freemantle, please click onto www.superboss.co.uk

To register, contact at Email: enquiries@partners-conference.com
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Dear Executive

Successful organisations really BUZZ!!I! They have switched
on employees who know how to brighten the lives of customers
with outstanding service. These employees are real performers,
in every sense of the word.

Dr David Freemantle is a student of success and for a long
time has been puzzled why so many companies provide poor
service despite their strategic proclamations that the customer
is all-important. David has therefore made it his mission to
travel the world on a voyage of exploration to discover the
secrets of those companies that excel at service. These
secrets will be revealed in this exciting two-day BUZZ!!! seminar
which is to be staged for the first time in Malaysia and

Hong Kong.

Dr Freemantle, who is based in the United Kingdom is also
the author of twelve business books many of which have
become best-sellers. These include his most recent released
“The Eight Suns of Asian Service” (published by Prentice
Hall in Singapore). His research across Asia for this book will
form a cornerstone of this seminar. You will learn why Asian
organisations, and those in Malaysia and Hong Kong in
particular, are well positioned to create a distinctive brand of
outstanding service which will establish a benchmark of
excellence for the rest of the world.

This new seminar is guaranteed to blow your mind. It will be
incredibly thought-provoking as well as highly inspirational
and practical. You will walk away after two days BUZZING
with new ideas for motivating your team to deliver outstanding
service. In other words, you will learn to create such a BUZZ
in your organisation that your competitors will stand no chance.

Sign up for this seminar now and receive a FREE copy of
“The Eight Suns of Asian Service”

Style of Seminar

Dr David Freemantle’s reputation around the world is for
incredibly thought-provoking seminars. This one will live up
to his reputation. It will include a number of fascinating
presentations together with plenty of stimulating interaction.
There will be much open forum interaction, some small group
work together with some mind-blowing exercises. The seminar
will also include extracts from videos.

Who Should Attend

Individuals and teams from companies and organisations
that really want to excel at motivation and customer service,
including managers at any level or professionals acting in
a service or advisory capacity. If your job function relates
to: Customer Service, Support Service, Sales and Marketing,
Business Development, Call Centre, Service Quality,
Membership, Relationship, Customer Care, Human
Resource, Training ...

Program Schedule

08:15 — 09:00 hours
09:00 — 17:00 hours

Registrationd :[0
Seminar :0

Buffet lunch, morning and afternoon tea-breaks will be
provided for at the seminar.

Hear What Others Have to Say about Dr Freemantle’s Seminars:

“There were a lot of excellent and useful examples of outstanding companies. Dr David Freemantle is one of the best
trainers | have met. This is also the best customer service seminar | have attended so far. It has really created a BUZz!" [T

“Highly recommended to those in the service industry”

- Ms Helen Wong, Housing Development Board, Singapore

- Mr Raymond Foo, Republic of Singapore Navy

“This is the best seminar | have ever attended. It was a real eye opener and has given me tools | can use daily.”

- Ms Helen Payek, Zurich Financial Services

“Dr Freemantle’s seminar really got me motivated to deliver outstanding service. He has an astonishing way of convincing

people. | thoroughly enjoyed it.”

- Miss Rima Wehbi, National Bank of Abu Dhabi

“The seminar was terrific! The learning from other companies’ experiences and techniques was brilliant. I've learnt from
these examples and putting them into practice will be fun and enjoyable.”

- Ms Natalie Brightwell, Molton Brown, UK

“This is the best seminar | have ever attended. | thoroughly enjoyed it. It was upbeat, relevant and to the point.”

- Ms Mairead Ahern, John Lewis Partnership, UK

“Excellent seminar! David’s personal experiences of customer service throughout the world highlight the problems and

solutions companies have for improving customer service.”

- Mr David Reynish, Branch Support Assistant, Zurich Financial Services

“Brilliantly conducted with lots of good learning points (and reminders) and still full of fun! The best possible training for us!”

(I

- Ms Joyce Choo, Customer Services, Singapore Airlines

Email us at enquiries@partners-conference.com

Learning Objectives

(] Learn how to stimulate the motivation of your customers [
to buy and your employees to perform.

(] Learn how to create a ‘buzz’ amongst your people so [T
that the service they deliver really attracts customers.

«[] Identify the five key factors which lead to customer [Tl
service excellence.

 [1Examine the vital connection between brand, people(lll
and customer service.

* Jldentify practical STEPs which will push back the
O boundaries of your own approach.

(] Learn how Asian culture can be harnessed to givelll
[0 organisations a competitive edge in the provision of [
customer service.

« (O Discover the eight critical factors (the eight suns) which [
are essential for delivering outstanding service in Asia.

« [1Be inspired by some practical examples of Asian peoplel]

O who provide outstanding service on a daily basisI

O (together with some examples of non-Asian competitors(l
who excel at service).

* [JLeave the seminar with a practical plan of action to [
further improve the motivation

A special invitation
from Dr Freemantle

“It is relatively easy to compete on product and price but
the most difficult thing is to compete on service. It is people
that provide service and this means having Asian people
who understand what competing on service really means
in practice. Join me in this highly impactful and insightful
seminar and discover how

you and your people can

create a buzz for your

organisation by

delivering outstanding

customer service!”

Program Qutline

The “Buzz”

« OWhy “buzz” is so important in achieving success

e (JWhat makes a company “buzz”

« OlInitial examples of the “buzz”

« OTwo initial key factors for delivering outstanding service

« [0The customer experience — what makes customers buy [
from you

* OThe “buzz” and Asian culture

The Research

* OThe latest research on motivation and customer service O
excellence from around the world

» JThe open secrets of the successful companies

» JWhy so many companies fail to deliver service excellence

« (The priorities of those companies which consistently [T
deliver results

¢ O0The EIGHT SUNS of Asian customer service

* OINTERNATIONAL CASE STUDY 1 — The highest flying O
company in the world

The Essential Psychologies of Customer and Employee
Motivation

« What motivates people — and what does not

« [JSome common misperceptions about motivation
 (OKey stimuli for motivating people

« (0Behaviours that stimulate the motivation of customers [
and employees

Minds, Hearts and Souls
* OThe limitations of the mind when it comes to motivation O
and customer service

« (0The role of emotions in dealing with customers and [l
employees

« [JEmotional intelligence and emotionally literacy

« OTapping minds, hearts and soul to create behaviours [
that “buzz”

* A lesson from Confucius

« OJINTERNATIONAL CASE STUDY 2 — The happiest [T
company in the world

The Issue of Brand

« OWhy brands are so important
« The meaning of brand
 (JExtending the brand to motivation and service excellence

 OBrands that buzz, people that buzz and companies that O
buzz

« OJINTERNATIONAL CASE STUDY 3 — The company with [
the ultimate brand of stimulus

Developing a Highly Motivated Organisation which
Delivers Service Excellence

 [Leadership lessons from progressive companies
« (The radiation effect

« [0Challenging conventions and pushing back the [T
boundaries

« [JRisk-taking and creativity in an empowered company

* JINTERNATIONAL CASE STUDY 4 — The mostl
successful CEO ever

Creating a Personal “Buzz”

« [Eight essential steps you can take and put into practice O
the lessons from this seminar and create a BUZZ

Visit us at www.partners-conference.com




