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	BANGLADESH-JAPAN TRAINING INSTITUTE (BJTI)

is going to organize a
Day-long Exclusive Training on 
Customer Service Excellence
Resource Person:  Mr. Hasan Mohammad Iftekhar,
MBA, PGDHRM, Learning & Development Professional | Empowering People, Elevating Performance, Enabling Growth | 18+ Years of Professional Experiences in HR Training & Facilitation

	Date: 18 July 2026 (Saturday)
Time: 8.45 AM- 5.00 PM

Deadline for Registration: 16 July 2026 (Thursday)

	Venue: Bangladesh-Japan Training Institute (BJTI), Room # 31-32, 7th Floor, Eastern Plaza, Sonargaon Road, Dhaka.
Registration Fees: BDT 4,000/- Per Participant excluding  VAT & TAX. (Members of BJTI, BAAS and Organizations nominating five or more delegates will enjoy 10% discount on course fee). The fee will cover tuition, stationery, reproduction of training material, training aids/ equipment, cost of venue, food & refreshment, certificate etc.


	For Registration or additional information please call us: 01958155162, 02-223361413

or E-mail to: info@bjti.org, contact.bjti@gmail.com, Website: www.bjti.org,  
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: https://www.facebook.com/bjti.info/   

To confirm your registration, please fill out the registration form and pay the registration fee by 16 July 2026 (Thursday) in favour of “Bangladesh Japan Training Institute” to Dutch Bangla Bank Ltd, Elephant Road Branch, Dhaka, Account Number: 1261100033403.  

Or, via Bkash Pay (01780-364200) (you must pay an additional amount of BDT 80 Bkash cash out fee).

	

	Resource Person:

Mr. Hasan Mohammad Iftekhar
MBA, PGDHRM, Learning & Development Professional | Empowering People, Elevating Performance, Enabling Growth | 18+ Years of Professional Experiences in HR Training & Facilitation
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Mr. Hasan M. Iftekhar served as the Head of Learning & Development at Ispahani Group and is a freelance content writer and corporate trainer. He authored the book "Career Success and Job Interview," aimed at job seekers and newcomers. He holds an MBA in HRM from Northern University Bangladesh (2007) and a Post Graduate Diploma in Human Resource Management (2012), with 18 years of training and development experience totaling over 100,000 man-hours in training programs. Hasan has developed over 300 public and 50 custom training programs, and conducted corporate training for various organizations, including Bangladesh Specialized Hospital and Agora Super Shop. 
He regularly trains at institutions such as Bangladesh Japan Training Institute and Progressive Training Development and Consultants Associates. His expertise includes effective selling techniques, sales presentations, customer service excellence, workplace attitudes 
and behaviors, business email etiquette, supervisory skills, and high-impact organizational training. 

Mr. Hasan emphasizes techniques to improve selling skills, customer communication, handling difficult customers, enhancing professional attitudes, and effective email communications. He focuses on supervisory roles and performance management for line managers, while promoting a growth mindset and self-awareness for lifelong 
success. 

Furthermore, he advocates for thorough evaluation processes in training using Kirkpatrick’s Four-Level Training Evaluation Model, which includes assessing reactions, learning outcomes, behavioral changes, and tangible results. This structured evaluation aims to ensure clarity and achievable goals for training programs, maximizing their effectiveness.


	Customer Service Excellence
Training Objective: 

To develop customer-centric service behaviors by understanding customer emotions and emotional experiences
Who will be benefited?
Frontline Employees, Customer Service Staff, Healthcare Staff, Sales & Retail Professionals 

Course Contents: 

· Welcome Remarks, Training Objectives, Ground Rules, Participant Introduction 

· Meaning of Customer Service Excellence, Service vs Experience, Modern Customer Expectations, Importance of Emotions, First Impression

· Emotional Brain vs Logical Brain, Emotional Triggers, Positive vs Negative Emotional Memory, Customer Pain Points, Emotional Expectations 

· Emotional Intelligence (EQ), Self-awareness, Self-control, Empathy, Active Listening, Positive Communication

· Angry Customer Handling, Delayed Service Apology, Complaint Resolution, Emotional Recovery Conversation 

· Customer Journey Mapping, Emotional Touchpoints, WOW Moments, Emotional Loyalty, Personalization in Service

· Types of Difficult Customers, Emotional De-escalation, Service Recovery Model, Turning Complaints into Loyalty 

· Emotional Branding, Relationship-Based Service, Trust & Reliability, Service Recovery Impact, Customer Retention Strategy
· Key Learning Review, Personal Action Plan, Participant Feedback, Certificate Distribution

· ealth

Methodology: 

Interactive Lecture, Role Play, Group Discussion, Video Learning. 
Evaluation Method:

· Participation Observation 

· Role Play Performance 

· Group Presentation 

· Post-Training Feedback 

· Action Plan Review 

Language: English and Bengali
Certificate of attendance will be provided
Note: Seats are limited and will be filled-in on first come first serve basis. Please find the attached file for Registration Form.
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