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Up’Generation is a firm specializing in Customer Marketing projects
> For marketing, sales, and customer relations professions and processes

> CRM, business intelligence, and internet solutions

Up’Generation relies on a group of consultants who are experts in sales

and marketing, and the related tools of the trade

Up’Generation boasts expertise in innovative marketing and sales

solutions thanks to substantial R&D investment and technology watch:
> Certified as a “New Innovative Company” by the French Ministry of Research
> CRM tools, sales assistance, portals, customer information, business intelligence

> Web 2.0 and collaborative business solutions

3DJH
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Consulting firm specializing in Customer Marketing
> For marketing, sales and customer relations professions and processes

> CRM, business intelligence, and internet solutions

3DJH
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A financially stable company
€2.1 million in net revenue in 2008

Current number consultants (may
2009) : 33

No debt whatsoever
Auto-financing for development
Independent shareholders

A consistent and controlled
development plan

Based on our core expertise, Customer
Marketing

Based on innovation (in terms of both
technology and methods)

Management of well-adapted skills to
offer clients (maintaining high quality
recruitment and training)

3DJH
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&KDOOHQJHV DQG REVHUYDWILSRQ@ibhs

Understand customers and their

experiences better

Foster onalty and (including businesses) Segment and target actions
> Improve customer satisfaction by controlling

increase customer key moments

> Excel in fulfilling service commitments

> Optimize the investment/customer value
ratio.

> Ensure loyalty among high-value customers

Expand loyalty programs
Increase sales efficiency and

value productivity

> Go from a universe fragmented by product to
Complete multi-offer, client-based universes
> Develop and support new uses
> Develop rapid marketing innovation
Establish new internet value models

Anticipate winning uses and services
Learn to sell new offers
convergence and Rapidly deploy processes

Ensure skills development and

\Y

develop new offers
company changes

Manage change in Support corporate change

> A set of unique skills Analyze and manage results

line with the > Long history and a strong corporate culture Take advantage of and build on
; > An intimate customer network and close
Group’s strengths e strengths
relationships R&D
and constraints > The size and structural constraints of a Customer relations

large corporation
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2XU YDOXH SURSRVLWLRC

Objectives

. -
}neratzbg Solutions

.\/
2ITHUV 6NBOOUOV &RPFRLFRVWVPH@WMHQ WYV

I Customer Strategy
I Personalization
I Customer experience
I Key moments
! Innovation
I Customer Marketing
I Cross-channeling
I Loyalty
I Up and cross-selling

I Performance management
I KPI, 4S
I Customer RESPECT
Barometer

Group’s
and co

I Data mining

I Integrating sales innovations
! Web2 and customer
relations
I Marketing new offers

I Customer Marketing tracking
and innovations

Experts in Sales Marketing !
¢ Customer Marketing °
¢ Multi-channel sales °
¢ Analyses, scoring

Consulting skills
* Processes °
¢ Organization

Quality assurance

Quality process for project
Assessment of skills and
training

Project-specific
methodological standards
Adapted consulting

¢ Change I A vote for agility

Experts in Marketing and °
outsourcing assistance solutions
¢« CRM, data mining,
campaign coordination and °
management, etc.
¢ Project management

A customer organization
Responsive and
progressive operational
processes

Ongoing professional
oversight and adjustments

I Motivation and priorities

ROI-oriented operational
consulting
¢ Adoption by operational
teams
¢ Documented results
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$ XQLTXH FRPELQTC

&EXVWRPHU ODUNHW

A team of 33 consultants with all types of experience

A mix of skills that guarantees our clients significant and operational
results after each assignment.

&RQVXOWDQWYV LONFKDOQ

JURP PDMRU FRQVXOWLQJ ILUPV

6ROXWLRQV ([SHUWYV

$QDO\WWV DQG GDWD PLQHU

BWUDWHJILF SODQQLQJ /RU &50
EXVLQHVV LQWHOOLJHQFH DQG
LQWHUQHW

JLH OYGHIFLILF HISH
LQVWUXFWRU

JURP VDOHV PDUNHWLQJ
FXVWRPHU UHODWLRQV GHSDUWPHQWYV

3DJH
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specialists in Customer

b A mix of consulting &
/ operational skills,
Marketing

N

(hes

up'

Complete confidentiality
of issues and
objectives discussed

P

/J o The firm’s focus on
innovation

(“New Innovative Company”
certification)

2

Y

(et Consideration of the
cient’s business culture and
operational constraints

7+ Responsiveness and
. l.' , involvement of a structure
' mobilized for your projects

/]z'

Tested processes and
methods adapted to your
specific context
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6XSSRUW IURP SUHVWLJL
SURYLGH LQQRYDWLYH WRRC

We are committed to ongoing research on innovative solutions to optimize
Customer Marketing. Our initiatives result in prestigious business partnerships.

OLFURVRIWV&LSE B O

Microsoft
GOLD CERTIFIED w: @QWHIUDWHEOLHQW
Poriner / FXVWRPHU
TS, B 6
3 % O0DQDJHU
(/)]
Y & J0H
R $ QHZ SHUVSHFWLYH
~Lh RQ GHFLVLR@BBNLQJ

(OHFWURQLF %XVLQHVV
VDWLRQ

7KH RQOLQH -
FRQWUDFVI/l HPHUFLDO

7t

KEYNECTIS
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8S-*HQHUDWLRQ LV D PHPE
6<17(&
$)5& $VVRFLDWLRQ )UDQO®DLVH GH OD 5t

uy $'(7(0 $VVRFLDWLRQ 1IDWLRQDOH GX Ol

DQG ZDV FHUWLILHG
"1HZ ,QQRYDWLYH &RPSDQ\
JUHQFK OLQLVWU\ RI 5HVI
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SURMHFW UHIH

.
>

2SHUDWLRQDO VXSSRUW WR &XVWRFP ND & WHU\

DSSURDFK DQG H[HFXWH VWUDWHJLF SURMHFWYV

,PSURYHG VDOHY SHUIRUPDQFH
2SHUDWLRQDO DGDSWDWLRQ RIWDOBIW HJIQ R\DO\
6DOHV VNLOOV GHYHORSPHQW VXX\5\ RBMWUI R G YLDVHD
6WDQGDUGL]DWLRQ RI FDOO FHQWW D Q/RZH. WVRRKREIRD U (

2UJDOQLIDWLROQ RI FXVWRPHU VHUYLFHY VDOHV|IDFWLYL
O9DULRXV VDOHY FKDOOHQJHV PHW
*XLGDQFH DQG VDOHV FRDFKLQRPIRW &H
&S&UHDWLRQ RI DFWLRQ LOQFXEDDMRURIWURPHWWDLQ ¢

Deployment support for a CRM tool in the support centers
&S&UHDWLRQ RI D EXVLQHVV SLORW
,OQWHIJUDWLRQ RI VDOHV DVVLVWDQ B BHFRH QW HR & 5\0K\
DGRSWLRQ SURFHVYV

2WKHU VWUDWHJILF SURMHFWYV
2YHUKDXO RI WKH FXVWRPHU UHHHBWLRQ BjURKHVV
FXVWRPHU H[SHULHQFH
IDXQFK RI ORELFDUWH EXVLQHVYV
,PSOHPHQWDWLRQ RI WKH 6DMIIHVXVWDLQDELOLMW
IDXQFK DQG IROORZ XS IRU WKH L3KRQH LQLWLDWL
SUHSDUDWLRQ IRU WKH RSHQLQ WRAHRRWNUWJIHQFH
6XSSRUW DQG GHSOR\PHQW RI WRBWLQRWHUQHW (YF

3DJH
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3HUIRUPDQFH PDQDJHPHQW DQG DQ ROH\YW
SURGXFWLRQ RI VDOHY UHSV- HHYDPWOWY HRODODPXAY!

5SHSRUWLQJ DGMXVWPHQW L Q GLLIKDVWR ID\Q G/
GLVWULEXWLRQ OLVW

SURGXFWLRQ DQG GLVWULEXWLRQ RI VDOHYV
'HHNO\ DQG PRQWKO\ SURGXFWLRQ RI VDOH
$G KRF UHVHDUFK DFFRUGLQJ WWRHB\

BWXGLHV IRU VDOHYV RSHUDW LRQWR QUBIG G
RI LQGLFDWRUV SODQ IRU DQ®ODWYIDW RBBU\VF
VWXG\ TXDOLWDWLYH DQDO\V PWH QSIHVIH [

8SVWUHDP VWXGLHV WR LGHQRPIRWERQYBQ \B
ZLQQLQJ WDUJHWYV

6SHFLILF DQDO\WHY RI RWKHW KLJK SULRULW\ L
$GMXVWPHQW RI WKH DQDO\VLV&\VWHP IRL
,PSOHPHOWDWLRQ RI UHSRUWLQJFHQRHHIG/XUHYV
,GHQWLILFDWLRQ DQG IRUPDO H[SUHVVLRQ

,QGXVWULDOL]DWLRQ RI QHZ WRHYRHWW HQ IV SWI
FHQWHUV FRQYHUJHQFH

URU W
A R/IRO W L
DSHV

6HW XS RI D VLPSOLILHG FKDLQOBVI R X WRRDMWHHFEX D M

UHSRL
V UHSR

QWX
DS W LW
DWLRQ

M. /@

QLWLD\
WKH 3¢
IRU WK
RI UHT >
RSFSHRGUX

$QDO\WLV DQG UHSRUWLQJ LPSOHPHQWDW LJF

2Q IRU
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6WUDWHJILF SODQQLQJ VXSSRDWFIIFRL‘BMRG—I—ILLV\HFKQ
6WUDWHJLF SODQQLQJ VXSSRUYWGEE®U VKA 'LDIJRQDO 'L
UHFHSWLRQ SURMHFWYV LQ RUWGWHLY WRQFESWDLE G] H XV MK
VHUYLFH UHTXHVW DFFRPPRGDWLRQ
$QDO\VLV RI FXVWRPHU LVVXHVX&SRMORNSUREOHPV
(VWDEOLVKPHQW RI D SODQ RI DEQULROWHFKPSBRY
DVVLVWDQFH UHTXHVWY WR FX\DMRPB O GP\HQRUHWY H I
W\SHV Rl UHTXHVWY SURSRVHGDRKDY¥RROWRQ@RHG
WR PHHW REMHFWLYHV GHVLJQDRUWRWKRIF
FHQWHUV

SURMHEW PDQDJHU IRU 2UDQJH &EDODWNRPHU &HQWHU W

DVVLVWDQFH FXVWRPHU VHUYLFH UHTXHVW SURFHVVL:
Finalization and improved reliability for customer service scripts, SIM
card renewal, and unlocking in Diagonal (script platform for telephone
operators for the customer centers and also the web portal) before and
during the deployment of Customer+/Diagonal
Formalization and articulation of business requirements to improve the
interface between tools/information systems used for the scripts.
Consolidation of reporting by type of customer request showing the
effectiveness of scripts by request

3DJH
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PDQDJHPHQW

%HQFKPDUN VWXG\ RQ PDQDJLQJ FXVWRPHU N
%HQFKPDUNLQJ RQ IDFW FROOHKEWQQRPH
NQRZOHGJH IURP &XVWRPHU 6HUYLFH XVH\

([SHULPHQWY RQ QHWZRUN FXVWRPHUNGRUOH
(VWDEOLVKPHQW RI D SURFHVG IRODUSIWDHDO

FXVWRPHU NQRZOHGJH V XJJHVIWFIVWRICR (RWU  (

DQG FROOHFWLRQ E\' D 8VH &HQWHU

'"HILQLWLRQ RI WHFKQLFDO V SHFRODADMRRQ

VKDULQJ WRROV LQ IXQFWLRQDO DQG WHFK
,PSOHPHQWDWLRQ RI WKH VROXWLURQRPDRDWVV
GHYHORSPHQW VXSSO\

&RPSRQHQWYV RI WKH VROXWLRQJDQG $GPL
3DUWLFLSDWLRQ LQ WKH SUHWH 6 MWDWRLER®DH

$ VWXG\ UHVHDUFK DQG H[SHULPHIQWY RQ FXVWI

RZOHGJ
\R B B HUQ
HWE

3BHWD QC

5 HSOR\F

'"HILQLWLRQ RI IHDWXUHV IRU DPXQWRWZGHGULH &WVOMADE

,PSOHPHOWDWLRQ RI D %DKLD :iHH GEF\MDE/[R\PH-HtI H[SHU

/ DQG F

'HVFULSWLRQ RI WKH MXQFW L R0V GIMWWIZEHDNQH VWDIQHG K\

QLFDO \
F VWUXI

LVWUD)
% DKLL
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Professional training/coaching for Project Managers
deployment and change management

in project

PDQDJHU

EH GXULQJ WKH FRXUVH

/JHG JURXS DOG ROH RQ ROH WUDLQLQJ VHVVLR(
*URXS FODVVHV IRU SURMHFW PDBRDRUM RQ
PDQDJHPHQW SURMHFW GHSORWMRW LQW
,QGLYLGXDO ZRUNVKRSV RQ VBRF HDFK BVUR

2Q WKH MRE FRDFKLQJ IRU HDFK ISER RISFHW D
VXSSRUW IRU WKHLU VNLOOV \@RR 8 © RSP
IDFLOLWDWLQJ PHHWLQJV GUDIWLQJ ILQDQ
3HULRGLF UHSRUWLQJ WR PDQDDHRNYW RQD
RUGHU WR PDNH FKDQJHV WR WKR $ QNRULXFL

|

LQVWUXFWLRQDO GHVLJQ DQG GH WHDOHXR PQ W RW IF B IO
*XLGHOLQHV IRU KLJK SULRUIDW\DMKEMHFW YV
'"HYHORSPHQW RI FRXUVH FRQWHOQOMNWDQG VP
&RPSOHWLRQ RI D VNLOO EXLOGLQJ DVVHYV

IRU SUI
KSSRUW
PHQW L

DV
DJUHH
UQDO I

EGH C

QRO B ¢
WHKR &
UHSRU
L R H GBIU
WHIVR D VD
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Changes to the risk management and collections proc esses

%\ GHILQLQJ D SUHYHQWDWLYH ULVN P>CH)/[WHII9HFPHQW

SUHYHQWLRQ RI RYHUGXH SD\PHKIWRV H @ IIRW
LQFLGHQWY DUH UHSRUWHG
%\ DGDSWLQJ FROOHFWLRQV SUNRNHGEKYHOW R

p|

ORGHOLQJ IRU QRQ SD\PHOW LQFLGHQW ULVN S

JRU FXVWRPHUV RI OHVV WKHQ WRKQWWRUZX|L
JRU 2UDQJH DQG 3UR FXVWRF

6HWWLQJ WKUHVKROG DPRXQWVHNHORRIHWENMN S

DFFRUGLQJ WR WKH DYHUDJH FR&G&WVXWER WLURLQ FH|U
SUHYHQWDWLYH DFWLRQV ZKHQ WKH\ DUH H[FH

SHUIRUPDQFH DQDO\VLV RWRK/H RIHGCHYPREGHORM W

WKH HITHFWLYHQHVYV RI DFWLRQV

&UHDWLRQ RI DQ DXWRPDWLF SLORW WR WHVW

6FRULQJ TXDOLW\
/KH UHOHYDQFH RI WKUHVKROGYV DQG PDQD
/KH HITHFWLYHQHVYV RI DFWLRQV XQGHUWDN

EDORH
 WKH F

UHGLFYV
L WKRXW

D\PHQ\
HDFK F
HGHG

KH WKU

JHPHQV
HQ
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Design and implementation of an informative custome r
presentation module on product uses on the Orange P ro portal

'HILQLWLRQ DQG PRGHOLQJ RI XM LERDW HQW W|R BHX\WH

&XVWRPHU JURXS SUHVHQWDWLRQV

6SHFLI\LQJ WKH FRQWHQWYV LQ ZULWLQJ
'DWD FODYV

'HILQLWLRQ RI LOWHUIDFHY DORBUBNIRZ VR Q JPDNG
PRGXOH DYDLODEOH

'"HILQLWLRQ RI FXVWRPHU QDYLJDWLRQ SRWV)
&KRLFH RI LQWHUIDFHYV

2SWLPL]DWLRQ RI QDYLIJDWLRQ HUJRQRPLFV

&S&UHDWLRQ RI WKH VROXWLRQ XVLQJ ‘HE W H R

PV RE& H

VLELOL

KQROR.

3DJH
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Creation of a Wiki-Forum (web 2.0) for the network  of Customer Service
technical assistance experts

Project oversight (objectives, scope, planning, constraints)

Analysis of existing resources in terms of tools, contents, structure of
information, use, and operating modes

Recommendations for changes, especially in the areas of moderator
administration, personalization of contents according to user profile,
ergonomics, search engine, and interaction between users

Drafting specifications that present targeted operating modes and the tool-
feature orientations that were agreed on.

Development of a prototype for a 3-month pilot phase (Web 2.0: Forum, Wiki
spaces)

Operational support throughout the pilot phase: co-administration and co-
moderating, appropriation follow-up, process and technical adjustments,
skills transfer

Assessment and feedback on the pilot phase
Preparation of the deployment kit for the generalization phase

Reflection on the relationship between this tool and the customer section of
the website

3DJH



SURMHFW UHIH

Y

Creation of a Talent Incubator for dealing with Cus  tomer

Dissatisfaction among high-value customers
(improved detection of dissatisfied customers, overhaul of the processing
procedure and organization, and adjustments to customer solutions)

*XLGHOLQHY DQG SUHSDUDWLRQ IRU WKH 7DOH

Communication of results and experiments already conducted and
setting objectives for the Incubator with the project’s managers
Immersion in the Center in question and work with the project team
Drafting of the brief and the implementation protocol (that the
measurement indicators are for) and choice of execution procedures
(VWDEOLVKPHQW RI WKH 7DOHQW ,QFXEDWRU
Putting the Incubator’s processes and tools into place (ex.: brief for the
pilot teams, dissatisfaction rating grids, scoring grids, analyses, etc.)
Field support (double feedback, debriefing in small groups, regular
updates with supervision, etc.)
Follow-up of actions and performance (measurement, reporting)
$VVHVVPHQW RI WKH 7DOHQW ,QFXEDWRU
Analyses of the actions carried out, feedback
Recommendations for a possible generalization and deployment
consequences

QW ,QF.
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Management of TV - Sport marketing campaigns
Interface with the marketing project managers for oversight of marketing
campaigns (TV programs and offers including Sport, options, etc.)
TV Media Targeting of relevant customers

(confidential)| Setting parameters for the campaigns

Multi-channel implementation (outgoing calls, emails, letters)

Impact analysis and assessment of the campaigns

Reporting of results and recommendations

TV Media | Sales performance analysis of the ad sales agency
(confidential) Analysis of the sales performance aqd_ identification _of ways to improve the
ad sales agency offer (customers, pricing, cross-selling)
Definition and creation of performance indicators (+ process)
Creation of the scorecard and the analysis and management solution

Strategic planning assistance for the “Customer Spa ce” project
Analysis and redefinition of the presentation of offers on the website
Suggestions for optimizing the navigation ergonomics
TV Media Identification and definition of new services and features (product

(confidential) comparison, up-selling, cross-selling, etc.)

Definition of processes and organizational structure for a new governance
charter for the site
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AR FRANCE
y /Iy 4

e '_"h\.

LA FOSTE

Elaboration and tests of a new service offer
Identification of new customized services by customer type
Definition of production and implementation means
Measuring the customer and sales impact of these services

Strategic launch study for a new offer
Completion of a status report and forecasts for the market in question
Conducted a qualitative and qualitative survey to test the new offer
under consideration
Recommendations: structuring the offer, Go/NoGo, ROI, etc. analyses.

Overhaul of the Business portal

&RPSOHWH RYHUKDXO RI WKH SRUWDO IRU %

$VVLVWDQFH ZLWK GHILQLQJ D QHZ FXVWRP
$QDO\VLY DQG UHFRQVLGHUDW LRIQHRS RUKLHH &
FXVWRPHU W\SH

&RQWHQW RSWLPL]DWLRQ

Marketing process industrialization

Definition and implementation of new customer servi ces
Defining and prioritizing a range of new services linking together the
website and the points of sales
Defining the road plan and managing its implementation

XVLQH
HU VHJF
KWVERP |
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Bouygues Group

Oversight and definition of the Customer Relations project
Marketing organisation of offers within the scope of acquisitions and
new developments
Definition of new services relating to opportunities for establishing a
Customer Relations solution
Definition of changes to multi-channel processes (sales force, remote
channels, technicians, direct and indirect)

Colifase services: from specifications to pilot
Establishing how to identify functional needs
Drafting of detailed specifications
Pilot design and deployment

Build customer segmentation (BtoB) for the

implementation of commercial multi-channel changes
Multi-channel segmentation benchmarking
Data mapping and building of analysis database
Analysis of customer and commercial performance
Building segmentation and indicators

3DJH
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dlifret

¥ ingéniarie st Systémes drintymation Logishiques

SNCF subsidiary

v

RENAULT

Research, definition and construction of new servic es for

international freight
Identification of added value services
Construction of offers

Develop sales opportunities
For 10 European subsidiaries
Identify 20 items of customer data to be gathered
Customer card
Define the multi-channel customer rating schedule

Develop sales and customer relations performance
Improving customer indicators
Integrating multi-channel data for segmentation and targeting
Organizing and developing skills of the analyst team
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LOUIS VUITTON

MALLETIER

Physcience

La science de la nature

Ol CREDIT FONCIER
‘)f » Foncidrement différent.

Definition and establishment of corporate relations

marketing
Define business processes and organisation in relations marketing
Establish new customer segmentation
Design and deploy customer marketing database (worldwide scope)

Create a multi -channel commercial Customer Service
Define related services
Define commercial processes
Definition of tools and choices

Restructuring Customer Service
Diagnose strengths and weaknesses of Customer Service
Recommend areas for improvement (expected goals, processes to be
covered, and tools and skills required)
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Marketing-Direct Mail Department : Marketing strate  gic planning
assistance for the “Customer space” project on Lapo ste.fr/entreprise

Creation of a “Business Customer” portal using internet technology

Implementation of the “Personalization” dimension according to the
customer’s profile (pushing products and services according to the profile,
searching for offers using criteria, a “mini configuration tool” to simulate
results based on criteria entered)

Establishment of site management rules (up and cross-selling, organization
of contents, navigation principles and ergonomics selection and customer
search criteria, contextualization of the Frequently Asked Questions, etc.)

Definition of the business portal and processes, the governance charter

(each person’s role, responsibility and commitment), service commitment
(overview of services and features with the customer value and promise,
expected business commitment) and scorecard (performance indicators)

3DJH
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Functional oversight of a CRM project for the sales teams and

customer services (several hundred users)
Collection of users’ needs for two key processes: sales and recruitment of
purchasing advisors
Formalizing key processes and information flows
Drafting the functional specifications (objectives, features, technical
requirements, schedule)

Deployment of the CRM tool for use by operationalt  eams
Leading functional workshops to enable development of the tool
Project management in conjunction with the software vendor, the

integrator, and all internal participants involved (project coordinators,
managers, users)

Overhaul of the sales organization and Change manag ement

Operational support to optimize the sales organization and ensure the
assimilation of knowledge made available by operational participants in
terms of: communication, training, user support, assessment and follow-
up of the adoption process

3DJH
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Skills development training sessions in Customer Re lations and
Sales Development in Financial Centers (by telephon  e)

Review of various telephone sales methods for incoming calls (Financial
Center Customer Relations modules)

Course planning and instruction of group training sessions for
operational teams (advisers and supervision)

Operational coaching at work stations for operators, coordinators, and
team leaders

Assessment of the training by group

Improving professionalism of team leaders and switc hboard
managers
Professionalization actions for team leaders in the form of coaching and
leadership-building
Skill-building for sales effectiveness
Individual coaching of team leaders

3DJH
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RH consultancy and skills development for managers
Training in how to manage a team of telephone operators in a
Customer Relations Center (initial CRC supervisor training)
Initial seminar for senior managers
Senior manager coaching
Construction of management reference system

RH consultancy and skills development for managers
Managerial diagnostics in a Customer Relations Center
Best practices management
Manager training
Manager coaching

Change management and deployment of CRM project
Oversight of change management aspect of CRM project
Definition of support initiatives to be carried out
Design of support materials (training, communication, HR, etc.)
Implementation of changes among stakeholders concerned by the
project

3DJH
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Periodic auditing of Group Hotel booking centers

(individual and seminar bookings)
28 booking units in France and Europe
$UHDV DQDO\]JHG DOO VWDJHV LQ FXVWRPHUJUHODW
SHULRGLF EHQFKPDUNLQJ DJDLQ@VWAWRRARRIEUH \K RW RIDW

1)

Periodic auditing of individual booking center (int ernational
platform) and competitive analysis of charging stru ctures
for corporate seminars

Developing commercial skills of agents and manageme ntin
the booking center (diagnosis, training workshops,
coaching, assessment and recommendations)

Developing commercial skills of agents and manageme ntin
the booking center (diagnosis, training workshops,

G TP coaching and assessment)
Preparation and facilitation of training sessions w ith
Club Med‘]2 salespeople working face to face and over the telep  hone on
customer relations and managing difficult situation S
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