
KEY ACCOUNT MANAGEMENT
“Build Collaboration, Strengthen Teamwork, and Deliver Service Excellence from Within.”

Schedule

Venue (In-house) Fees

At Your Organization Premises Ask For The Quotation

Introduction

Every organization’s success depends not only on how it serves external customers but also on how effectively its internal teams serve
each other. Internal customer service is the foundation of seamless collaboration, efficiency, and employee satisfaction. When
departments communicate clearly and support one another, productivity rises — and external customers feel the difference.

The Internal Customer Service Excellence course is designed to transform internal interactions into opportunities for growth, respect,
and cooperation. Participants will learn how to understand internal customer needs, communicate effectively, resolve conflicts, and
foster a culture of service-minded collaboration across departments.

This training builds a strong link between internal efficiency and external excellence, ensuring your organization delivers consistent
quality at every touchpoint.

Objectives

By the end of this course, participants will be able to:

Understand the concept and importance of internal customer service.
Identify internal customers and recognize their service expectations.
Communicate effectively across teams and departments.
Build trust and collaboration within the organization.
Manage and resolve internal conflicts constructively.
Develop a service-oriented mindset and accountability at work.
Contribute to an organizational culture of mutual respect and excellence.
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Why Attend

Most organizations focus on satisfying external clients but overlook the internal relationships that directly affect them.
Miscommunication, lack of cooperation, or departmental silos can slow down operations and weaken customer satisfaction.

This course helps professionals shift their mindset — from “my job” to “our success.” Through interactive sessions and practical
exercises, participants will learn how to provide excellent service to their colleagues, leading to improved teamwork, reduced friction,
and stronger overall performance.

When your internal service improves, your entire organization operates with greater unity, speed, and customer focus.

Target Audience

This course is ideal for:

All employees and supervisors
Department heads and team leaders
HR, Administration, and Support Staff
Cross-functional project teams
Anyone involved in inter-departmental collaboration

Individual Benefits

Improve communication and teamwork across departments.
Strengthen professional relationships and trust.
Enhance problem-solving and conflict-resolution skills.
Develop a proactive, service-driven attitude at work.
Gain a deeper understanding of organizational collaboration.
Increase personal satisfaction and contribution to team success.

Organizational Benefits

Build a service-oriented internal culture.
Enhance interdepartmental cooperation and efficiency.
Reduce internal bottlenecks and improve workflow.
Boost employee morale and engagement.
Improve overall customer satisfaction through stronger internal alignment.
Strengthen teamwork and accountability across the organization.

Instructional Methodology

The training is highly interactive and practical, focusing on real organizational challenges through:

Group discussions and case studies
Role plays and problem-solving simulations
Team-building and trust exercises
Interactive workshops and collaborative projects
Self-assessment and reflection activities
Action planning for applying skills at work

MAWA EVENTS
Address: No. 857, Block A2. Leisure Commerce Square - No 9., 46150 Petaling Jaya, Selangor, Malaysia
Phone: +601116373203  |  Email: info@mawaevents.net

+601116373203 www.mawaevents.net info@mawaevents.net



Course Outline

Module 1: Understanding Internal Customer Service

What internal customer service means and why it matters
The link between internal and external service

Module 2: Identifying Your Internal Customers

Mapping internal service relationships
Understanding expectations and dependencies

Module 3: Communication and Collaboration Skills

Active listening and clear internal communication
Building respect and empathy across departments

Module 4: Handling Internal Conflicts and Challenges

Turning conflict into collaboration
Providing constructive feedback

Module 5: Creating a Culture of Accountability

Shared responsibility and trust
Setting internal service standards

Module 6: Sustaining Internal Service Excellence

Measuring internal service performance
Continuous improvement and recognition systems

Module 7: Action Planning for Internal Service Success

Personal action plan for service excellence
Commitment to continuous internal improvement

Certification

Upon successful completion, participants will receive a Certificate in Internal Customer Service Excellence, recognizing their ability to
foster collaboration, enhance teamwork, and build a culture of internal service excellence within the organization.

Why Choose MAWA Events

Global Expertise: More than 17 years of experience in professional training and consulting.
Industry-Leading Faculty: Courses delivered by seasoned professionals with hands-on experience.
Practical Insights: Learn to turn theory into actionable strategies for real-world business impact.
Client-Focused Solutions: Customized programs designed to achieve your organisation’s unique goals.

In-House / Customized Training

Interested in running this course for your team?
Please contact us:

TEL:

+601116373203

EMAIL:

info@mawaevents.net

© Material published by MAWA Events shown here is copyrighted. All rights reserved. Any unauthorized copying, distribution, use, dissemination, downloading, storing (in any medium),

transmission, reproduction or reliance in whole or any part of this course outline is prohibited and will constitute an infringement of copyright.
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