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Briefing Material (BM/0-1): Pre-Departure Workshop Assignments

Dear QCS-1 Workshop Participants:


First of all, on behalf of the QCS-1 Workshop Organizers and Resource Persons, I would like to congratulate you for being selected to participate in the 1st International Workshop on “Enhancing Training Quality Through Customer Service (QCS-1): Caring for Clients Before, During and After Training” which is jointly organized by the University of Surabaya and World Bank Institute (WBI)/The World Bank.

I look forward to meeting and working with you during the workshop and I strongly suggest that you visit the QCS-1 Workshop Website so you can carefully review the Workshop Information Note (WIN), the detailed workshop agenda, sessions’ description, list of resource persons and participants and their bio-sketch, logistical information and administrative arrangements (see the Briefing & News section), including travel, airport arrival, accommodation and other relevant information which will be updated regularly. The QCS-1 Workshop Website’s address is:  www.worldbank.org/wbi/qcs-1
To prepare you for the workshop learning activities of Sessions 1-5 and 2-1, as well as  Sessions 5-1 (a-b), I would like you to complete a pre-departure workshop assignments which are described below.

All the best, and have a save and good trip to Bali, Indonesia.

Ronny 
Dr. Ronny ADHIKARYA

QCS-1 Workshop Planner & Manager

Senior Training Officer, and KULT Program Manager

Knowledge Networks & Distance Learning Division (WBIKL)

World Bank Institute (WBI)

The World Bank

1818 H Street, N.W.

Washington, D.C. 20433, U.S.A.

Phone:  (1-202) 473-0305

Fax:      (1-202) 522-1492 

E-mail: radhikarya@worldbank.org
Pre-Departure Assignment for:

Session 1-5:

Reflective Thinking & Experience Sharing:




“My Best & Worst Client Service Personal Experience and 




My Institution’s Customer Care Problems & Challenges”
and 

Session 2-1:

Diagnostic Thinking & Preliminary Visioning:




“Why Is Customer Service (CS) Critical and 




How Can My Institution’s Improve Its CS”




(Please see the Sessions’ Synopsis described below)
In order to participate actively in the above mentioned sessions, BEFORE departing for Bali, Indonesia, participants will need to do the following:

(1)
Recollect and describe clearly ONE specific example or illustration each of the BEST and WORST customer care that you PERSONALLY have experienced in your life, and analyze WHY (i.e., the reasons) these are such BEST and WORST cases. 

(2) Analyze and identify ONE major Customer Care Problems or Challenges that your institution or organization is now facing, 
and provide the main reason(s) for such a problem or challenge.


(3) Prepare a written report (max. 1 – 1.5 page) for items (1) and (2) above, and bring at least 8 copies (hard copies) of this Report to Bali as you will use it in your Peer Learning Group (PLG) discussion during the QCS-1 Workshop.


(4) In addition, Dr. Sanjaya Mishra, the QCS-1 Workshop Online Coordinator, will be communicating with you soon on the procedure for posting the Report entitled “My Best & Worst Client Service Personal Experience and My Institution’s Customer Care Problems & Challenges” mentioned in item (3) above in the QCS-1 Workshop Online Forum.


(5) It is also suggested that you read other participants’ Reports which have been posted in the QCS-1 Online Forum. You are also encouraged to provide your comments and reactions on such reports by posting these in the treaded online/virtual discussion area, or sending these by e-mail to all participants using the communication facilities of the QCS-1 Online Forum. 

Pre-Departure Assignment for:
Session 5-1a:
Review & Critique of KULT Program Workshops Customer Service Strategies:

Session 5-1a:
Part 1: Case Analysis


Session 5-1b:
Part 2: Group Reporting




(Please see these Sessions’ Synopsis described below)
In order to participate actively in the above mentioned sessions, BEFORE departing for Bali, participants will need to do the following:

(1)
Explore and review at least one of the following WBI’s Knowledge Utilization through Learning Technologies (KULT) Program-sponsored Workshops’ Websites:


(a) SMMT-5 Workshop: 
www.worldbank.org./wbi/smmt-5


(b) ITQ-4 Workshop: 
www.ikonosnewmedia.com/wbi/itq-4


(c) ILT-1 Workshop:
www.worldbank.org/wbi/ilt-1


Please visit and read as many sections/sub-sections of these Websites, including the Workshop Brochure (can be accessed virtually through the Website) and focus on the interesting “marketing” and/or “customer care/service” features.

(2)
Identify at least 3 (three) most important/prominent customer care/service (i.e., contents/ideas) which are aimed at marketing or selling/promoting the Workshop(s)

(3)
Analyze and select the 2 (two) most effective customer care/service appeals (to you personally) and/or most unique/innovative client care or customer service efforts, and explain WHY? 

(4)
Assess and identify the 2 (two) main aspects that contribute to the strengths of the Workshops’ customer service strategies, as well as 2 (two) aspects that contribute to the weaknesses of the customer service strategies.

(5)
Please summarize your findings of (1), (2), (3), and (4) above, in a 1-page written assessment, 


and bring at least 8 copies (hard copies) of this report on “Review & Critique of the KULT Workshop Customer Care/Service” with you to Bali as this will be used in your Peer Learning Group (PLG) discussion during the QCS-1 Workshop.
(6) Dr. Sanjaya Mishra, the QCS-1 Workshop Online Coordinator, will be inform you procedure for posting the Report entitled “Review & Critique of the KULT Workshop Customer Care/Service” mentioned in item (5) above in the QCS-1 Workshop Online Forum.


(7) It is also suggested that you read other participants’ Reports which have been posted in the QCS-1 Online Forum. You are also encouraged to provide your comments and reactions on such reports by posting these in the treaded online/virtual discussion area, or sending these by e-mail to all participants using the communication facilities of the QCS-1 Online Forum.

Pre-Departure Assignment – Selected Workshop Sessions’ Synopsis:

Wednesday, June 5, 2002 


Session 1-5:

Reflective Thinking & Experience Sharing:




“My Best & Worst Client Service Personal Experience and 




My Institution’s Customer Care Problems & Challenges”


16:30 - 18:00

Facilitators:

Peer Learning Groups (PLG)’ Convenors/Moderators




Methods: 

Storytelling, Reflective Thinking, Peer Learning Circles

During this session participants will reflect what they consider as the main principles and values of client service and customer care based own their on their own best and worst personal experiences. Based on such experiences they will need to identify and analyze the priority client service problems and customer care challenges faced by their own institutions.

In small Peer Learning Groups (PLGs) (6-8 participants per group), participants will do “reflective thinking” based on the above analysis on Customer Service (CS) issues, and share their personal experiences and their institutions’ problems & challenges related to CS. 

Each PLG will summarize the best practices and lessons learned from their group members’ personal experiences and identify important and relevant generic customer service principles/concepts applicable for training. Each PLG will also need to report during the Plenary Session 2-1 (on the following morning) some preliminary ideas or concepts based on Session 1-5 discussion which the PLG members would like to try out for improving CS in their institutions. 

Thursday, June 6, 2002


Session 2-1:

Diagnostic Thinking & Preliminary Visioning:




“Why Is Customer Service (CS) Critical and 




How Can My Institution’s Improve Its CS”


08:30 - 10:00

Facilitators:

Peer Learning Groups (PLG)’ Convenors/Moderators




Methods: 

PLG Reporting & Advocacy

In this session, each PLG will report the outcomes of their experience sharing and discussion during the previous Session 1-5. Generic important principles and critical concepts for CS will be identified and elaborated/illustrated with specific real life case experiences. The PLGs will discuss some best & poor practices of client services and customer care in training/educational institutions. Based on their peer learning/discussion and experience sharing, PLG members are also expected to share their preliminary vision as to how they plan to improve the CS of their institutions.

Monday, June 10, 2002 
(please note that the sessions’ time-slot, and Learning Case numbers may

 



Change as the Workshop Agenda may be modified slightly)
Session 5-1a:
Review & Critique of KULT Program Workshops Customer Service Strategies:




Part 1: Case Analysis



Learning Case 3:





KULT Program Workshops’ Customer Service Approaches & Efforts
08:30 - 10:30 
Facilitator: 
Dr. Ronny Adhikarya 



Methods: 
Contents Analysis, Discovery-based Learning, and Peer Learning

In this session, participants will work in peer learning groups (6-8 participants per group) to identify, review and assess the innovative features and strengths, as well as the weaknesses of the customer care and client service approaches of the World Bank’s Knowledge Utilization through Learning Technologies (KULT) Program workshops. Participants will be requested to identify the types of CS offered by KULT workshops by assessing the marketing and other publicity/sales promotional approaches (i.e., brochures, advertisements, websites, etc.) as well as participants own first-hand experience experienced during this QCS-1 Workshop and/or other KULT Workshop(s). Prior to the workshop, participants will be requested to visit and review at least one KULT workshops’ websites to identify the workshops’ customer care and client service features and strategies.

10:30 - 11:00
Coffee/Tea Break
Session 5-1b:
Review & Critique of KULT Program Workshops Customer Service Strategies:




Part 2: Group Reporting



Learning Case 3:





KULT Program Workshops’ Customer Service Approaches & Efforts
11:00 - 12:30 
Facilitator: 
Dr. Ronny Adhikarya

Methods: 
Group Reporting and Large Conversation

Each PLG will report during this Plenary Session the group consensus generated during the previous session on the generic lessons learned from the KULT workshops’ customer care and client service strategies and approaches. Based on comments and suggestions from their peers during the previous sessions, participants will then write up the summary of their specific lessons learned into their daily “Workshop Journal”.
