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Solutions to Grow the Leadership Potential of the B.2.C. Executives:

o The Emotionally Intelligent Customer Service Executive Programme. 
o The Autonomous Customer Service Executive Programme.

SECTION 4



The only way that customer interfacing executives will be willing to “walk the extra mile” in 
the workplace and become the successful commercial executives that you would like them 
to be, is by having the benefit of being autonomous.

When customer interfacing employees are able to act in an autonomous manner, they build 
and develop skills of self-confidence, resourcefulness and self-efficiency and generally 
become more resilient. As a result of this, commercial organisations that are able to pass 
this message to their customer executives are proved to be doing extremely well, especially 
the ones that are involved in a business to customer approach.

Have you ever wondered how it would be like if your customer executives were able to come to effective decisions on their own with minimal 
supervision by the management? This means that the company's and employees' values would be strategically aligned, sharing a mutual 
vision and mission. In reality, autonomy is the degree of freedom and discretion granted to an employee in order to be able to perform 
effectively on their own and trust his or her own will and judgment. Statistically, where autonomy exists, workers feel more motivated and 
inspired to work upon their targets and as a result greater job satisfaction occurs as this fulfils essential needs of the pyramid.

LEADERSHIP
POTENTIAL
SKILLS OF
THE B.2.C.

EXECUTIVES

This programme is designed for the front line customer handling 
executives who wish to comprehend the customers' perspective 
and generally for anyone who has an active role in direct and 
indirect sales within the company.

Who Should Attend ?
This is a 2 day programme and is available only as an in-
company solution.  Therefore, we will be available to 
discuss your requirements beforehand and will then 
customise the workshop accordingly.

Duration

AUTONOMOUS  CUSTOMER  SERVICE
EXECUTIVES  PROGRAMME

What Is Autonomous In Sales ?

Why Be Autonomous In Sales ?
ENHANCE

CUSTOMER EXPERIENCE
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Customer service executives will have the chance to 
experience the autonomous behaviours including 
accountability, resourcefulness as well as problem 
solving and decision making approach. They will be 
able to develop commercial skills that will result in 
engaging them more in the field of commercial sales 
that will increase their self-confidence and make them 
more focused in regards to their sales activities.

Furthermore, it will boost their ability to proactively 
respond to change and to tackle important challenges 
from a business to customer perspective that may 
occur in an autonomous manner.

Throughout the programme they will gain a number 
of useful skills that will enhance them and help 
establish certain behaviours such as:

Module 1: 
Organisation Dynamics and Autonomous 
Behaviours from a Business to Customer 

Perspective:

Module 2: 
Master Personal Goals, Priorities and Self-
Motivation in Regards to Sales Delegates' 

Achievements and Targets:

What are the key challenges that sales executives 
face 

in today's sales environment?

What is an autonomous sales delegate?

Why is it important that your customer executives 
are autonomous?

How do sales executives respond to these 
challenges in an autonomous manner?

What are the behaviours and skills needed by a sales 
delegate to demonstrate autonomy in the 

workplace?

How to master your personal business 
development objectives in order to become an 

autonomous sales individual.

Be able to set personal goals and align them 
with the goals set by the organisation.

Identify the appropriate approaches to manage 
the available sales resources within the external and 
internal sales environment. As a result participants 

will develop skills that will enhance team 
collaboration, achieve sales targets and build 

relationships with the customers.

Develop time management skills that will enable 
high levels of sales productivity and performance, 

and help individuals build further autonomous 
skills for the achievement of their day-to-day 

personal activities.

What Is In It For You ?

Module 3: 
Proactive Decision Making to 

Achieve Targets: 

Module 4: 
Creative Thinking and Proactive Problem 

Solving Sales Executive:

Decode the essential decision making framework in 
order to boost the customers' internal and external 

experience.

Be able to be proactively involved in the daily 
decision making process and most significantly be 
accountable for the end results, especially when 

dealing with the field of customer service. 

Ability to identify the impact of your personal 
decision style in the way you communicate and 

implement decisions and understand the impact it 
has on the results in terms of customer satisfaction.

Take ownership for your actions and develop skills 
of self-realisation and actualisation regarding 

consequences that may result from your 
personal actions and in this way experience 

autonomous responsibility.

Be able to define and therefore challenge a 
situation where you identify a problem that may 

present or cause problems in terms of sales 
performance or activities.

Ability to differentiate between various types of 
errors and challenges that may be caused in 

terms of sales perspective.

Ability to autonomously tackle any problems that 
may be presented through a variety of creative sales 

methodologies as well as sales techniques.

Learn how the process of creative thinking works in 
order to be able to exploit new solutions to tackle 

these situations in an autonomous approach. 

How We Do It

Prioritise and set goals to be aligned with the targets 
set by the company in order to achieve them within 
their given deadlines.

Encounter several challenges that may occur in their 
daily activities with proactive thinking, so as to be 
able to produce solutions that will solve problems 
and help them achieve their targets.

Experience the importance of the decision making 
process in a sales situation. This will enable them to 
become more confident and autonomous decision 
makers when they need to take important decisions 
and assess the consequences for themselves, for 
others and for the organisation itself.

Exploit a number of significant influential sales skills 
in order to ensure that decisions taken are 
implemented in a measurable way, always in relation 
to the company's stakeholders.
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LEADERSHIP
POTENTIAL
SKILLS OF
THE B.2.C.

EXECUTIVES

ENHANCE
CUSTOMER EXPERIENCE

Emotional intelligence is a significant behaviour that when applied appropriately it offers a 
competitive advantage to any organisation. As the market that organisations operate in, 
becomes more chaotic day-by-day, it is crucial that executives embed emotionally intelligent 
approaches towards the end user, so as to differentiate themselves from their competitors and 
therefore gain the ability to positively influence the customers to purchase their products.

Whether you are using internal or external resources to sell, the emotional intelligence 
approach is the skill to develop nowadays in order to achieve the ultimate customer satisfaction 
factor in selling.

Emotional Intelligence is the ability to recognise your emotions, understand what they are telling you and eventually realise how these 
emotions may affect the people that surround you including the interaction with customers themselves. Needs such as developing self-
awareness, managing and developing emotions and the desire to understand how others feel and perceive, have made emotional intelligence 
an essential part of the sales person's behaviour nowadays.

This is why emotional intelligence is entrenched in the everyday life of anyone who is involved with the sales industry.

This programme is designed for either face-to-face or phone 
customer service activity. 

Who Should Attend ?
This is a 2 day programme and is only available as an in-
company customised solution. Therefore, we will be 
available to discuss your requirements beforehand and 
will then customise the workshop accordingly. 

Duration

THE  EMOTIONALLY INTELLIGENT  CUSTOMER  SERVICE
EXECUTIVE  PROGRAMME

What Is An Emotionally Intelligent Executive ?

Why Emotionally Intelligent Executive ?
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This programme will help sales executives who deal 
directly with customers, to live the emotional 
intelligence behaviours, especially self-awareness and 
self-regulation. Participants will also recognise the 
importance of being an emotionally intelligent 
customer services, call centre and retail executives 
and will develop skills of clear communication and 
self-motivation.

These will help participants build and maintain strong 
relationships with their customers as their customers 
will feel fully connected as well as engaged to the 
process and will therefore be motivated to purchase. 
Participants will experience, practice and build skills 
that will help them develop emotionally intelligent 
behaviours in a commercial perspective, for 
themselves and their teams:

Module 1: 
Why is Emotional Intelligence of 

Crucial Importance for Sales 
People Nowadays:

Module 2: 
Self-Regulation and Self-Motivation for 

Customer Service, Retail, Call Centre 
Executives:

Understand the customer service, retail and call 
center dynamics and challenges that sales people 

face from a B.2.C. perspective these days.

What is emotional intelligence and what does 
it mean to be emotionally connected to

 your customers? 

Why it is important to be an emotionally intelligent 
executive and what behaviours indicate that you are 

emotionally connected to your customers? 

Enable them to distinguish and therefore
 recognise direct and indirect relationships 

between emotions, thoughts and behaviours 
from a customer perspective point of view. 

Ability to develop your self-awareness and be aware 
of your own feelings when they occur in terms of 

customer handling activities.

Identify your key drivers that will lead you in 
achieving your targets.

Be able to recognise the impact that
 emotional intelligence will have on your 

career and daily priorities.

Do not allow yourself to become a slave to the 
intellect when you are involved in your daily 

customer handling activities and so develop your 
own emotional intelligence style and approach. 

What Is In It For You ?

Module 3: 
Emotional Intelligence and 

Developing Successful Relationships 
with Stakeholders:

Develop the skills to perceive and identify 
emotions and feelings from customers 

when you approach them, especially through 
their body language, tone of voice, gestures and 

facial expressions.

Develop clear communication skills in order 
to be able to pass a clear message to the other 

party and make sure that they perceive 
what you say in the right way.

Learn how to read the non-verbal emotions of 
others when performing customer transactions. 

How thoughts can affect emotions and how 
emotions can affect thoughts. 

The consequences of these on you and others. 

Learn how to manage your feelings and emotions 
when interacting with the customers and recognise 

how and when these can lead you to important 
decisions and results.

Learn how to label your feelings, especially in the 
sales context, rather than labelling customers and 

colleagues on different occasions. 

How We Do It

How to become a skilful communicator to your 
customers and pass the right message to them?

Learn how to read and appropriately perceive their 
buying signals by developing your emotional 
intelligence skills. 

Learn how to build continuous rapport with your 
customers and maintain strong relationships with 
them by showing your understanding of both their 
situation and the verbal and non-verbal emotions 
they send. This will keep them in a fully and 
continuously engaged mode.
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