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Each customer wants expert and friendly advice from a consultant who is
thinking according along the same lines. Then the right consultant at the
right place - thatis what it is about

If a service provider wants to operate successfully it needs to
have a strategy of excelling in Service. Each customer wants
expert and friendly advice. Then the right consultant at the
right place - that is what it is all about. This is followed by the
right knowledge, competencies and a passionate attitude
towards work. In fact: allowing your gifts and talents to
develop to its full potential. This will have a positive effect on
the yourself, the customer and the company.

do you dare introducing your added

alue with a certain level of quality...

Companies are eager to enshrine and further build on that attitude towards quality. Hence companies
seek certification to show the outside world that they meet the set quality requirements. Later on,
departments were certified also and during the past years more and more members of staff are certified
on an individual basis. | sometimes ask people: do you dare introducing your added value with a certain
level of quality in our organisation?

For example, in the banking business we already have certified mortgage consultants, but also certified
(board) members of a credit commission (who decide whether or not financing applications are
accepted) and so on. Why? Within our sector we work with ‘perishable know-how'. We feel responsible
to protect the customer, e.g. against bad decisions or ill advice. Officials within our bank unable to
produce the required certifications are (temporarily) disqualified from exercising certain duties.

Many professions are so-called ‘free professions’ and are often not subject to certain quality
frameworks. This does involve risks, certainly in knowledge-intensive professions. Damages as a result
of a poor provision of service are often difficult to recover later on and can involve substantial losses.
The risks of claims are increasing continuously. Undesired situations which we all want to prevent...

(continue overleaf)



...Investing in the development of people
requires careful decisions...

Individual certification separates the sheep from the goats
straight away. IBCT offers a reassuring guarantee when
choosing the right training consultant or trainer. IBCT focuses
on the experience, the know-how, the level of customer
satisfaction that has been generated and the continuous
training of the training professional. IBCT is the strictest
quality mark / label that corporate trainers can currently
obtain as individual. Within our bank the human factor is the
decisive factor. Investing in the development of your staff
requires careful and correct decisions. Within our bank we
are working hard on that development through a joint effort.

“... once you are a customer they sometimes sendt  he (junior) consultant

ith a poor performance. Hence | attach valuetot he IBCT mark...”

Our banking objectives and KPIs have been
determined on the basis of our vision and mission.
From our historic past we have been able to reach
current levels by developing people in accordance with
the standard pursued today. They were able to further
develop their gifts and talents via a PDP, among other
things. Within our regional bank this has led to the
strategic decision of whishing to excel in Sales &
Service throughout our banking activities. Quality is our
driving force. And together we have chosen the right
course of action. Meanwhile we have already reached
the milestones below:

Banking productivity up from 1.07 to 1.50
Winner (No.1) sales competition Interpolis Insuranc e
Winner (No.3) sales competition De Lage Landen Leas ing

We are not there yet. Our ambitions reach further. Instructors, trainers and coaches can continue to support us
in realising our ambitions. When choosing the right HRD partners, you are sometimes confronted with training
agencies which first send you a top consultant to win you as client. Once you are a customer they sometimes
send the (junior) consultant with a poor performance. As a banker and a Master of Corporate Education | look
out for the IBCT mark when choosing HRD partners. This label is attached to the person and not to the agency.
As a bank we, just as our customers, are looking for the right trainer/consultant at the right place. In brief, we
want the BEST BUY.
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