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Customer Conflict and
Complaint Management
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natasnziidauy  8.45 ..
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Inanns
a.Afdna ITeuiisurvd C.Ht., NLP.

ﬁmmnsvﬁﬁmmmmsﬂnausu a1 Personality Development Pro, Consultative Sales,
Pro Presentation Skill, Proactive Service, The Art of Speaking and Communication,
CRM&CEM, MC, Training the Trainer, MQ & SQ, EQ, Training Roadmap, NLP for
Performance Development and etc.
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vuTangauetaya Muduldsianssuauasnisldaunilas asuaediu uavnls
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finsia N1sdass AstnLEua uaznseiauiugne dralausnis (Service Mind) Hosinvil
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gafuldlnausu The Best Training (futdnausuanuiilul&dnionagnegsaa)
0'ladandngns “Customer Conflict and Complaint Management” 1unns
LN NAUAGNA "Lumsi”nm"a‘faon,%ﬂumaaaﬂﬂ"ﬂumun‘%ms AN RZAITLRTAN
szanuaunniia uay EQ M6 lua'laduasauiay inisvunuiufiaduiasastau uay
QRN O b T TN RN Il sﬁoummdmmua“mL‘]Juamosm swmmmumwanrrmmm
“l'vmfuaaﬂns‘tumsmmaﬁamsnnanm W3aauAnsengg uansliiiudonisfidnlansnou
135 feanuindada dnfalunsindssd@nannuazilssdndnanataddnsgsAazad
vinu
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tUaniunangng

Session 1 : 9.00-10.30 .

1. suuauazlsuanaasanudautsluasdans (Menralunazaiauanavdns)

TngussavAtunIsussene:
- Lwat'suusm'mmmma LAYWAANITULDIHTUUTNNT NTAAUFUDIADANNGADINITUDY
ANALGRZTIY UWARZNAN atAT9AR LNAiTIHFULSNsTdluNsAARUAMIAINAITUSATS

%

WU nsvmumsmmsauam av

Aanssu : NsaaviauAfldIIn WaaNuwsanluuusnig
- WadauiANuAIanie uaznafinssuuadanal §FuLSATs Wian1snauaUaYfaAIN
fa9n17 LAMNNNIATFIULAIAIANT WIaLKilaNIIANUAIAKNNE

]
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2. BaugiasavirauaINgna Usunuuasiduadaniaazdasavizauaasgnal liiilu
eunA waraunsaitun lailss1a2idle Aunauuaznssuiunissuziayalannan@
Voice of Customer (VOC) uaz n1ssuziaunurinaingnal (Customer Feedback)
5UAVASEUIUNNTIRNISALAATDI3aUINNanAT (Complaint Handling)

Taguseaualunisussena:
- talvigunsafiyunasiduadnég sanisiutasasaauuadgnal wasausatinuTdiw
NadselaminadIuuInNIg LaYavAns

Break :10.30-10.45 .
Session 2 :10.45-12.00 yu.

3. 3uusnsdasnsitanmnudauts (Non-Defensive Communication) n1slal
mMmdusnzanlunsnaudasaday udnns uazinuclunisiasadszaiuany
susia (Negotiation & Collaboration) fuandiuazyanaidasiinsailszaiuau
druavalsznaudridinviuadatuzaanintasananinTiuingela

Aanssy : uuulssiiunaadigladnsdasns n1ssuiy anstasantusduuula
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4. 35n151351dva919899A (Collaborative Negotiation)
- MsuA ludadaueaaIaInN1sRNIRTIA
- asunlaifgmadioiluszuy
B3ausizagnisun Solution Tvidudasasaauuasgna lunsazdsyian

Lunch :12.00-13.00 u.
Session 3 :13.00-14.30 u.

5. A5l Ai snahavinFye iz Bausuarinduinerlunisiasadszaiu
anusudia shranailan1sile 4 szeu (Listening Technique) vinuwen1sileng
Taumanwz anssuilvadivizinaneinla (Empathic Listening) wmaiinlun1s5dasng
AugnAatvldszdnsnw

Jagiseavalunsussana:
- Msaaudalsues nsfuliadutleyu dasasizau LLaumaﬁu?juiumumﬂLLau‘usms
wauldaurasasdauilulanmawaiuinisanauazusnis Wiluldadaaseng atadodiu

6. WaiuINIsna wazimaiinnisaauaIauhiduganal Suliayaanngnad Voice of
Customer (VOC) war n1ssusianuzuianngnan (Customer Feedback)

TngiseavAlunITUIIENEL: . o

- lugarunsainianunlalussedu Wiaiinstdasundasiiadu tvagseanuanla
waznsgausulyiungnaatnvfiaandw 6z Model L E P A AT T ( Listen, Empathy ,
Paraphrase , Ask , Alternative Choice , Time ,Thank)

- Lwa‘lml,mansuum'mg wazinEsly MEIYe LaraINg Wan1sdamsanudania
dayalvidugnaA Tun1ssudasagizau Sutayauas Voice of Customer (VOC) uag n1s3u
dauusiinanngn@l (Customer Feedback)

Break :14.30-14.45 1.
Session4 :14.45-16.00 wu.

7. Workshop : n1stasandscanuanusiuiia warANsinA1sAudasaszau way
2935n1suAlazasasau

TngiseavAlunIsussene:

- LwaLSﬂuSLnmnmﬁmsuwasaoLsr;luwaoanmm‘l?j”‘luLnﬂﬂsuiwu‘lumswmm inwy
a5l Al snthamedwadivangan warauisauinlddsulsesuusais (Service
Improvement) it fodu'le

- Walinsunisinnisdudasastaau LagvasnsuAladasadzau saudedsluuinienis

val o

N Tafidal¥ulserunsnns (Service Improvement) Tvidiflodiu
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8. EQ shudvn1sinni1sainivaisuai tinan1susnisniilutdea uar Workshop n1s
vhAansnavaaleadriin NLP unilscynelad

TngiszavAuaAansIw: .

- itnalviinfnavsusnunsadanisnvaisual uazd EQ Nd syufvasvussiuaalaliu
autaduazdulun1svinuusa s iiilu&als

- ialnsuiiaislaaans NLP uniseanslal tau n1sfiuuifauin (Beasieassalunig
IANITAUADIDIBLUIINGAAT . .

- tiasuTInuwIAa Nlsazausuidalilissanelad sandoiflunasivdriudayalunig
WaluAaLAIWAsuaTadaaulNngn@l (Commitment)

9. Aans5u Expertise & Q/A
- dsznamnug anunlatansdifeorulvtaalse&nana
- wivifudszaunisaiuazaruaay

v 9

AI A /Q/
f9neitzinausulasu

1. gfirnausuiianug dvanuugasiintasasaauanngndl wasansaliuyuuasiduai
fisiariasavzaunasgnal Willuidounn uazarusauunlddssiamile

2. frnausulaang anuanla snsa’lataug uasuanuaslssianuastasasizau
LW Solution navtasavizaunsazlssanie |

3. #unausudi EQ mudvnisianisainivaisual tivanisudasiiiiluldd wag aunsaiin
AaasnavaIaleatin NLP uiszansladlunisiutasagizau .

4. fianausuiaug wasinrelunisiasnlseaiuanunuia AugnALazyanansad
Anmadszauiuee 5

5. franavusuiznla wazdunsauuanlunsusnIsun AMuue dueau uazivnsusnIsti
fianungauAuasdns tialdoulease sudedszuunisianisAutasasisau uas
WasnMsuA ludasaszau twaauiinenduisnisurdasasizauadanaanldliviae
Usglailunisweiun uazdusaurunlddsuilsesiuusnas (Service Improvement)

WG G duls

sduuunisausu

ussenawuy Adult Learning Approach, Role Play ARnssuauna&uiu LA wag nns
Uf1ieins (Workshop), mwauasasiunizau (Lesson from Movies) way Group Coaching
1attnausuiidiuriunngiia
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S2EZIANANTANAUNUN

Walvinsauaaubaiiiam asvaaciiiavinnedznnis was nsdfiianis(Workshop)
szazalunisausn 1 Jueu

9.00-10.30 &wun

10.30-10.45 manfliusa

10.45-12.00 &uuwn

12.00-13.00 Lunch : International Buffet
13.00-14.30 &unun

14.30-14.45 aaWfliusa

14.45-16.00 &uuuwn

&7 o eau wivilulsyaunsal

fnnadutanAITUNUS
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