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Customer Service Plus

Customer loyalty comes from the solid relationship you have formed with your customers. Service Plus® shows you how to create that level of service, helps eliminate customer defections, and strengthens customer satisfaction and loyalty. The program gives service providers more than a list of do’s and don’ts by providing a toolbox of skills for handling all types of customer interactions. Learners discover that customers have personal and practical needs and that recognizing those needs elevates good service to outstanding service. This is a great course for all employees. 0.1 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Tues. 8:30 a.m. to 12:30 p.m. 
March 30, 2010 (1 session) 
Hours: 4 
Fee: $129
Driving Sales through Customer Service

This course is for owners/managers who want to set up a comprehensive customer service program that will drive sales to increase profits. The following will guide you through the development of a template that you can use to create your customized program: Who are your customers? (360 degree customer service); developing an effective customer service program which includes identifying moments of truth and defining excellence; anatomy of a customer service program which includes identifying points of customer contact, principals, commitment, setting measurable standards, training, customer service as a marketing tool, motivating your team, and measuring results. 0.2 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Fri. 9 a.m. to 4:30 p.m. 
May 7, 2010 (1 session) 
Hours: 7.5 
Fee: $195 

Dealing with Difficult Customers

Anyone who must deal with customers inevitably will encounter those that seem almost impossible to please. This course will provide simple strategies that will put you in control when dealing with difficult customers or service situations. Understand the three elements at work when dealing with a difficult customer, effective communication techniques, different types of difficult customers, why customers become frustrated and difficult, complaint handling, taking charge of interactions with difficult customers and turning them into good customers, and service techniques to keep customers from becoming difficult. 0.1 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Thurs. 8:30 a.m. to 12:30 p.m. 
March 18, 2010 (1 session) 
Hours: 4 
Fee: $129 
Strategies to Close More Sales

For anyone engaged in sales. We all know the frustrations of spending time and effort with potential customers who just will not or cannot make the decision to purchase. This course is designed to help you find qualified prospects, conduct an effective interaction with them and close more sales. Topics include: prospecting – developing prospects from suspects, targeting your market, discovering your customer’s needs / hot points, listening techniques, consultative and relationship selling, presenting your product / service, benefit – feature / benefit selling, overcoming objections, closing the sale. If time, will also cover suggestive / cross selling, writing proposals / estimates, getting customers to return, turning customers into advocates, and taking control of your sales efforts. 0.1 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Thurs. 8:30 a.m. to 12:30 p.m. 
March 25, 2010 (1 session) 
Hours: 4 
Fee: $129 

Sales Development Program

This course is for business owners, decision makers and sales managers charged with increasing organizational sales volumes. This course is designed to develop an easy, effective sales system that will help track the effectiveness of your sales and marketing efforts. Learn about the sales system and process, using a “marketing funnel” to ensure the quality of your leads, components of a sales system, setting targets and defining opportunities, building average sales, selling to existing customers, developing a lead control system and tracking marketing / sales efforts and using data to make adjustments. Also learn how to provide sales training for your staff, sales compensation considerations, and how to conduct effective sales meetings. 0.2 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Fri. 9 a.m. to 4:30 p.m. 
March 26, 2010 (1 session) 
Hours: 7.5 
Fee: $195 
Hidden Sales Opportunities

Each time your service representatives, delivery people, accounting department and support staffers come into contact with an existing or potential customer, a sales opportunity is created. This course will help your support staff take advantage of those opportunities by turning them into increased profits. Sales are everyone’s job and we’ll show your staff how they are in a unique position to make a sale. Also learn how to increase the value of customer contacts, effective interpersonal communications identify hidden customer needs, selling techniques, product knowledge, quick presentation skills, closing the sale and referring a sales lead. 0.1 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Thurs. 8:30 a.m. to 12:30 p.m. 
April 8, 2010 (1 session) 
Hours: 4 
Fee: $129 

Business Survival Strategies

Learn a four-step process for creating a plan to achieve increased business results. Select an objective and link to your organization’s business results. Create an action plan, extract out best results and track progress. Deal with any challenges that occur during implementation. Also, learn how to use the process of rapid decision making and understand the connection between the rapid decisions you make on the job and your organizations’ objectives. Identify your own and others’ decision-making tendencies and understand the standard decision-making process and how it differs with rapid decision making. Learn strategies to survive in challenging economic times and how to refocus your business effort to take advantage to revenue opportunities. 0.2 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Fri. 9 a.m. to 4:30 p.m. 
April 16, 2010 (1 session) 
Hours: 7.5 
Fee: $195 

Take Actions to Solve Problems

Break away from the "that's the way it's always been done" thinking and be the person in your company who works to eliminate problems. In this interactive course, you'll identify improvements that will directly impact customers, your company's bottom line, and get you noticed. You'll be able to pinpoint areas of frustration in your job and take steps toward eliminating them. You'll also learn how to gain the support of your co-workers and boss to successfully make improvements. 0.1 ILU’s (International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Thurs. 8:30 a.m. to 12:30 p.m. 
May 6, 2010 (1 session) 
Hours: 4 
Fee: $129 

What’s In It for Me at Work?
Success isn't just about the job you do -- it's also about how you do it. We'll explore what motivates you to come to work every day. Understand how to communicate priorities to your manager, allowing your motivation to continue to grow. You'll also learn how a positive attitude and personal initiative pays off in reaching your work-related goals. Your organization will also benefit by retaining a successful employee. 0.1 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities.


Thurs. 8:30 a.m. to 12:30 p.m. 
May 13, 2010 (1 session) 
Hours: 4 
Fee: $129 

Ethical Workplace Issues

Ethical Workplace Issues -The Legal Side of Management - In the effort to prevent employee lawsuits, are your manager’s assets or liabilities? By providing them knowledge and tools to handle workplace issues effectively, this program turns managers into a frontline defense against costly litigation. Armed with an understanding of the critical legal issues facing them today, your managers will take a wealth of practical knowledge back to their departments. Explore critical issues such as hiring/firing, discipline, harassment, the ADA and more. Lead with Integrity - How do you turn a Code of Conduct into a living, breathing part of your organization? Enlist the active, committed involvement of every leader! This program helps managers and supervisors step up to the daily task of promoting ethical conduct and ensuring compliance. Using the L.E.A.D. model, your organization's leaders will develop the skills to foster, influence and sustain a culture of integrity. 0.2 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities. 


Fri. 9 a.m. to 4:30 p.m. 
April 23, 2010 (1 session) 
Hours: 7.5 
Fee: $195 
Keep Your Staff Motivated

Help meet you goals, boost productivity, and reduce absenteeism and turnover by keeping your staff energized! Learn how to leverage individual strengths for greater performance, instill a sense of purpose, better manage energy as well as time, convert disengaged workers to motivated employees and get buy-in and commitment from staff with renewed excitement. Watch your supportive work environment thrive. 0.1 (ILU’s International Learning Unit- ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities.


Fri. 8:30 a.m. to 12:30 p.m. 
May 21, 2010 (1 session) 
Hours: 4 
Fee: $129 
Coaching for Success

Participants learn a proven coaching process to ensure they identify coaching opportunities, provide needed coaching and support, observe performance, and measure results until desired outcomes are achieved. They learn how coaching for success benefits individuals, strengthens work groups, and supports an organization’s objectives and priorities. How do you feel about giving performance appraisals? If the answers range from “pointless exercise” to “worst nightmare,” Let’s T.A.L.K. will change your mind. The T.A.L.K. approach (Tell it like you see it; Ask for feedback; Lead toward a solution; Keep at it) makes appraisals easier and more effective, keeping the focus on work-related issues, not on personalities. Dramatic examples demonstrate techniques that help managers communicate expectations effectively and encourage top performers to do even better. 0.1 ILU’s International Learning Unit (ILU (© LERN) is an outcome based measurement of learning designed for lifelong learning activities.


Fri. 8:30 a.m. to 12:30 p.m. 
March 19, 2010 (1 session) 
Hours: 4 
Fee: $129 
For More Information Contact Julie Cantrell @ 440.366.4301 or jcantrel@lorainccc.edu
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