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General Management
Business Strategy
Leadership

Supervisory Skills
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CORPORATE
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Corporate Governance
Performance Improvement
Risk Management

Best Practices



QUALITY
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Service Quality
Business Processes
Quality Auditing
Lean Management
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Projects
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Project Management
Risk Management

IT Projects

Feasiblility Studies



CUSTOMER
Contact

Customer Experience
Customer Service
Marketing Strategies
Social Media Strategies




PROFESSIONAL
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Self - Development
Soft Skills
Professional conduct



INformMaltion

Teckroligy

Information Technology
Business Applications
Networking
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Economics
Accounting
Investment
Feasibility Study
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Procurement
Supply Chain
Inventory
Logistics



Technical &
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Electrical Courses
Engineering
Maintenance
Safety Programs




OIll & Gas

Prograne

Oll Fields Operations
Refinery Operations
Geology& Petrophysics

Offshore & Marine Technology










Tenders & Confracts
Legal writing
Legal claims




Adninistration

Secretary Training

PA Master Class
Documents Management
VIP Offices
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Customer

Experience

Customer Experience Training
We mirror the training experience to the desired customer experience

Customer Experience Management is more than just serving
your customers, knowing where they buy products or what kind
of brands they like. It’s about understanding your customers so
completely, that your organization can deliver optimized and
personalized experiences that increase customer engagement
and loyalty.

Many organisations conduct customer service training but few
offer a distinctive customer experience. The reason for this is
that all too often the training is focused on generic customer
service skills. Our approach is to start with your brand
proposition, the expectations of your most profitable target
customers, and your desired customer experience, and then to
create customer experience training that brings all of this to life.
This creates a context for the training so that the behaviours we
teach are directly linked to the experience you wish to deliver.

Telecoms Customer Experience Management

Telecoms customer experience management is inherently complex, as the
customer is not only exposed to service operators through their phone or
online network, but also to retailers and equipment manufacturers.

Managing these relationships cross-channel i.e. across different modes of
communication, and cross-brand i.e. through different service providers
requires absolute clarity on the customer journey and an internal
commitment to taking ownership of customer interactions that are
traditionally seen as the responsibility of other organizations.

Despite this complexity, the continual and likely long-term nature of the
customer relationship also presents a very clear opportunity to engender
loyalty and advocacy in a way that businesses outside the telecoms
sector will find difficult to achieve.

www.ebc-training.com



Customer Experience Training

We start with what your customers
expect and value from your brand

We mirror the training experience 1o
the desired customer experience

We actively involve your people Iin
the design process

We build your infernal capabillity to
embed and sustain key behaviors

We help you build your brand story

Our customer experience workshops and training operates at four levels

Customer experience training for senior executives - seminars and workshops for those who are
responsible for defining, implementing, measuring and sustaining the customer experience.

Customer experience training for team leaders - we help you design and implement programs to help
managers and team leaders gain a thorough understanding of what it means to deliver a distinctive
customer experience and their own role in enabling the people they lead to deliver it. They will learn
the leadership tactics and skills that will help them align their team with the company’s vision and
customer experience strategy and how to turn that strategy into action to deliver business results.

Customer experience training for in-house trainers - through our ’train-the-trainer’ programs we equip
your own people to quickly and cost-effectively cascade the skills and knowledge needed to deliver
your strategy and, most importantly, sustain it. This means that you have the internal capability to
deliver your brand experience and are not reliant on external consultants or trainers.

Customer experience training for the front-line and supporting team - the design of short modules

that can be delivered by team leaders to equip their people with the skills and knowledge to deliver the
experience

www.ebc-training.com



Customer

Experience Workshops



Which customer experience workshop

is for me?

Sometimes you just need a bit of expert guidance in key areas. Our workshops are
designed to do just this. They’re short, highly effective ways of giving you and your

team the know-how to define and deliver your experience.

Here’s a few suggestions:

Do you know where you
are on your customer
experience journey and

where you should focus
next?

We suggest our Customer
Experience Strategy &
Implementation Workshop

It’s a short, highly effective
immersion into the latest
thinking around customer
experience and the simple,
proven steps to implementing
it successfully

Have you identified the
products and services
nheeded to deliver the
experience?

We suggest our Brand
Propositions Development
Workshop

Our Brand Propositions
Workshop provides a highly
creative yet grounded forum
for ensuring that there is a
seamless approach to how
your products and services
support your customer
experience.

Do your customers know
what your brand stands

(o] 4

We suggest our Brand Promise
Workshop

Our brand promise workshop
brings together key
stakeholders from across your
organization, and creates the
foundation for designing an
experience that emotionally
connects with your customers
and differentiates your brand.

Do your people know
how to deliver your

experience?

We suggest our Branded
Training Design one-day
design workshop and a two-
day train-the-trainer

Our branded training design
workshop is the culmination in a
process that ensures you have
the internal capability to sustain
the effort over time without the
need for consultants.

www.ebc-training.com

Are you clear about the
experience you need to
deliver and your
‘hallmark’ touchpoints?

We suggest our Customer
Experience Design Workshop

Our approach to defining the
touch-points, understanding
the experience you currently
provide and then using your
brand promise as a framework
for designing the new

experience.
Are you ready 1o do

10 make your brand
sfand oul

We suggest BOLD — the
Brand Experience
Masterclass

The Brand Experience
Masterclass gets right to the
heart of what it takes to
differentiate your business,
engage your customers
emotionally, and create a
truly brand-centric culture.



Training Programs

Customer experience strategy &
Implementation

Our customer experience strategy and implementation workshop is a
short, highly effective immersion into the latest thinking around customer
experience and the simple, proven steps to implementing it successfully.
By bringing together key stakeholders you will ensure that you have an
aligned team behind your customer experience strategy from the very
start. Importantly, it provides you with the opportunity to raise and answer
all those thorny questions and doubts that can undermine commitment.
It’s your chance to question the experts and also learn about the practices
that define leading brands. This workshop is an investment that will save
you time, money and stress

What we'll cover

Determining the best CEM strategy for your organisation

|dentifying the values that drive customer loyalty for your business
ldentifying the enablers and barriers to delivering great experience
Defining a brand promise and customer experience that builds loyalty
Developing an implementation plan to align your products and
processes - and how to get your people behind it

The pitfalls to avoid and how to measure your success

Selecting and manage the best external experts to help you - and

whether you need them

Check our workshops :

= Customer Experience Innovation
= Customer Experience Measurement

= Customer Experience Design

www.ebc-training.com



Training Programs
Brand promise definifion

Our brand promise workshop brings together key stakeholders from across
your organisation. We then start with the very core of your brand - what
your brand stands for, its positioning and its values. Unfortunately this is
where most organisations stop. This foundation is necessary but
insufficient. If you are to create an experience that truly differentiates you
then you must also define a brand promise that articulates what your
target customers can expect in their interactions with you. What should
they experience? How should they feel? And most importantly what do
you promise that is unique?

What we'll cover

Using customer experience research, as well as draft definitions to
stimulate the debate, we work with your team to define a brand promise
that provides the clarity and framework required before you embark on
customer experience design. A note of caution: Many customer
experience implementation efforts are well intentioned but ill-informed.
Individual functions rush off to implement their own customer experience
improvement efforts without first having an agreed definition of the
outcome required. A clearly defined brand promise provides this. But
beware if your ad agency tells you they can do this. It is not an exercise in
copywriting but an intensive debate about what you want your brand to
deliver.

EBC gave us unprecedented clarity around what earned loyalty in the
market and enabled us to communicate hard facts to senior managers and
staff alike. | would recommend their approach to any business embarking
on a strategy centered around the customer.

Mert Basar
Head of Customer Insight - Avea Turkey

www.ebc-training.com



Training Programs
Customer experience design

our customer experience design workshop takes a simple yet rigorous
approach to defining the touch-points, understanding the experience you
currently provide and then using your brand promise as a framework,
designing the new experience. By working with executives from across the
various functions we ensure that the design of the experience is rooted in
your brand and what it stands for, yet grounded in the operational
realities. It also ensures that the fit between the customer experience and
employee experience is forged early on as we know from our work and
research that this is the only way to sustain success.

What we'll cover

The desired ‘emotion curve’ of the customer and how the experience
needs to be delivered to achieve this.

The touch-points you need to ‘over-index’ in order to dramatise your
promise and create hallmarks for your brand.

People, process and product implications and a blueprint for action.

EBC created an end-to-end view of our customers' experience across their
life-cycle using our NPS data. The workshop was pivotal to bringing
together the functions around that common view and inspired us to create
an experience that not only had shared ownership, but was on brand,
differentiated and focused our resources and finances to only over-deliver
at the key points which made the biggest difference to our customers and
our business success.

Cem Sakarya

Customer Journey Director at Turkcell

www.ebc-training.com



Training Programs
Customer Experience Innovation

Customer values are not static. They change over time and so must the
experience. For a brand to succeed, it must continue to innovate to
provide value - and also to prevent that age-old human trait, boredom.

Yes, we like a degree of certainty in our lives, but exceptional experience
brands succeed because they continue to create moments that surprise
and delight us. Every time we interact with a brand, we review that
experience against our previous one. The first time we experience that
‘wow’ factor, it creates an impact. But experience it a second and third
time, it starts to become standard and fails to ignite the same degree of
emotional impact.

We focus on how to be brave in business and win’ understand this. They all
do things differently but they all start with a clear sense of purpose. They
stand for something. Then they turn this into customer experience
innovation. It is about belief in something which transcends business
results but at the same time drives them. And of course, it meets a
genuine need among customers for the provision of something genuine, of
something that meets their emotional as well as functional needs.

what can we learn from their
approach fo customer
experience innovatione

Start with your vision or purpose and work back rather than
starting from industry practice and working forwards. This helps you
challenge many of the beliefs and convention that underpin your
market.

Stand for something — and be brave enough to stand UP for it.
That way, you'll stand OUT

Dramatise your customer experience. Dramatically over-index the
key touch-points where you want to really bring your brand promise
to life. Forget timid tinkering. Make it memorable

Make customers part of your brand. Use customer co-creation
and social media tools to listen and engage. Marketing is no longer
something you do to customers. Make them part of It.

www.ebc-training.com



Training Programs
Customer Experience Measurement

We provide you with the essential tools to build a customer experience
measurement scorecard which is a process wherein metrics are causally
linked to one another, and together form a coherent system that can
predict future results. It is a strategic tool that focuses the organisation
on customer value creation and provides a succinct and powerful way to
communicate the essence of customer focus strategy to all employees. It
helps everyone understand what is critical to the company and its
customers, and ultimately drives employee behaviour.

It also provides a means to measure the Return on Investment (ROI) of
customer experience improvement efforts.

Customer Insight

What drives loyalty and advocacy in your business?

Almost every major company now conducts sophisticated customer research
and analysis. And with good reason: it’s imperative that we all have the right
customer insight in order to provide the right product or service to meet their
needs.

The irony is that by relying too much on this kind of approach, we can actually
distance ourselves from customers. Somuch traditional research relies on the
use of surveys, interviews and focusgroups rather than real-life observation.
These methods collect rational viewsabout what customers think, and
sometimes how they feel, about their experience. But customers are rarely
able to articulate creative ideas for making the experience better.

v The power of instinct
v’ Determine top expectations
v Determine the value drivers

v’ Create an expectation map

www.ebc-training.com



Training Programs

The opportunity now is to create branded propositions that bundle
together individual products or services into customer offers that set you
apart from competitors and turn the promise into reality.

Many organisations (or their agencies) start by developing propositions
and then try to retro-fit these to the brand promise. This rarely works. Our
brand propositions workshop provides a highly creative yet grounded
forum for ensuring that there is a seamless approach to how your products
and services support your brand. This workshop is a particularly useful tool
to innovate and refresh your existing offer and services.

What we'll cover

= We start with your promise and experience and focus on those touch-
points most critical for you.

= We then use a highly-energy process to brainstorm ideas for new
propositions that will differentiate your brand and then reduce these to
a shortlist of ‘big ideas’ and test these against your competitors’ offers
to arrive at ideas that small working groups can develop.

" Finally, the groups champion and ‘pitch’ their propositions to
stakeholders before deciding which to take forward into production.

EBC worked with us to effectively integrate corporate best practice from
major brands with our strategy, bringing our plans to life in such a way that
he kept the audience engaged and reinforced key messages. Audience

feedback was excellent; clear, passionate, fantastic. It really made me
think.

Shereen Younis
Customer Insights & Marketing Research Manager, Vodafone Egypt

‘ vodafone
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Training Programs
Branded training design

To bring your brand to life you need to skill your people in what we call
‘orand behaviours’ - those things that truly differentiate your offer.
Branded training has to engage the ‘head, heart and hands’. Your people
need to know what to do differently, want to behave in that way and have
the skills to do so. Our branded training design workshop is the
culmination in a process that ensures you have the internal capability to
sustain the effort over time without the need for consultants. Of course, if
you need us to provide a more hands-on approach we can do that too but
our view is that the more you do yourselves the more powerful it is and
the less expensive.

What we'll cover

Prior to the workshop, our learning design experts begin by working
intensively with your team to agree an approach suited to your
organisation, your existing capability and previous learning initiatives.
Using our customer experience learning framework, we develop training
tailored around your brand promise, customer experience, brand
behaviours and operational constraints. It is important at this stage, that
you and your team have absolute clarity about the experience you wish to
deliver at each touchpoint of the customer’s journey, and where and how
you wish to really differentiate your brand. Finally during the two-day
‘train-the-trainer workshop” we work with your internal trainers and
selected brand champions to train them in the material so that they can
cascade it throughout the organisation via your team leaders and front-line
managers. In this way, the training is done ‘by your people’, not ‘to your
people’

We have had an historic year on many fronts and it is due in part to you
and your team's strong support. Thank you so much for your wonderful
partnership.

Bandar Saad Al-Asmari
Marketing Director at Saudi Telecom Company
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Consultation

IT Consultation

Deliver Business Impact Through
Business - IT alignment

Businesses are realizing the importance of improved
partnership between Business and IT, to sense and Proces
respond to changing market dynamics. EBC Consulting
services help you drive growth by transforming your
processes and technology infrastructure. We focus on
improving the IT and business alignment of your
organization through strategy, process, architecture and
performance. Our business and IT consulting services
support complex business transformations and span
across strategy formulation to implementation.

)

Architec performa
ture nce

Success Delivery Methodology

At EBC, we leverage our extensive experience to guide you in deciding when to go with out-of-the-box
capabilities and when to adjust the solution to your specific situation. Our approach is based on a
proven seven-phase model with prescribed phases to help you align IT, employees, and end users for

success:
4 11 |
Analysis BluePrint Desing Training Implementation Going Live Transition
-
= Asis Analysis = Blueprint Manual " End-User Training = Pilot test
= To be Analysis = Solution Design = Admin Training “ Fine Tuning
= Gap Analysis = Star Tables * Top Mgt Training = SLA’s
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IT consulting expertise to make your IT
transformation a success

Our expert IT consultants and trainers use proven methodologies to help you
optimize costs, reduce risk, and see a faster return on your IT investments.

Our ready-to-use enablers, frameworks and tools offer unique benefits based approach
which helps you improve business performance. Our extensive global experience
across multiple sectors prepares you for profitable business growth focused on
customer-centricity, reduced time to market, and increased operational excellence.

We address business challenges in the following practice areas:

Agile Advisory Services: Enable faster, better, business
decisions through visualization of key business outcomes
through accelerated time to market, improved
productivity and quality

Cloud Advisory Services: Experience the best cloud
computing solutions for your environment

IT Process & Service Management: Deliver high quality
services to maximize IT’s contribution to business

IT Strategy & Architecture: Integrate and align IT with
your business strategies for improved agility, greater
value, and faster growth.

Service Integration and Management: Maximize business
value through innovative, predictable and flexible delivery
of end-to-end services with strong governance and
collaboration

ERP & GRP Implementation service

EBC International can help your organization minimize disruption and delays
associated with the deployment of enterprise software. To achieve operational
efficiency and a high return on investment from new technology, private and
public sector organizations turn to the EBC International team and rely on our
proprietary PERFECT Path™ Implementation Methodology. Our technology-
agnostic methodology is based on collective experience with hundreds of ERP
implementations on SAP , Oracle and MS Dynamics software solutions.

www.ebc-training.com
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TESTIMONIALS

"Thank you for facilitating our teambuilding event; we had great response
from the team! They were excited about the event, thought it was really
fun and different. It was fun seeing everyone work together and it was an
even better time watching the teams present.”

Salim Al Hanaai
Training Manager — DUQM Especial Economy zone Authority

Dr. Haggag , thanks again for a great event. We had a fun time recapping
today all the highlights of event. Everyone thought you were a great
facilitator and enjoyed working with you. You brought a lot of energy,
humor and passion. We all thought it was a great personal touch and clever |
how you incorporated people's interests into it, too. We'll definitely oo slyg Sl Jas) duledl] 45,0
recommend EBC to anyone looking for something fun and unique. PR e e Aee

Ahmed Al Reyamy
Head of Talent Development — Oman Electricity transmission Company

"Thank you! We're continuing to receive great feedback on the Team
Building Championship Event. We appreciate your efforts in making it such
a charismatic, personalized experience!”

Mohammed Al Nadabi | Senior Administrator | Training & Development







