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Best Practices for Desioning and Imnplementing Personzized Offers
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Implementing Tailored Solutions
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Follow Up Best Practices
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Vihat It Is and Why It Matters
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4 Basic Customer Greeting Techniques
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AN STHNECF TeAT (A |

419 ©: AT FTONI HIT

¥of AT fA: REF 17 FF 438 T ISR S2F Ny i (TN, S
CRTN B 1Y, (BITYF COTATCOTyY <) | https://www.youtube.com/watch?v=rzsVh8YwWZEQ
(R (0 AN SNE: =N O (JCF 2101, JCF O, I NoB& I3 "N (4TS
ATfeR" 1 "O18" 43 NCOT (6 (NF 2570 [IF T |

G (MST ARSI eI B8 (MSTF W9 ISP OIS [HSTOIRAT (T FIC® M|

W JATS, BB W HTS: WK OB ABFS FAF B N, IS IO BN NCNearsy i |
“YFITIAS 2N fGrserTt FF: 0t fFg T A O WAl FE AN s T
(TONW, "N B} (@RS (GUAREAN...2") |
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ST 1 HFFEIR: WHNNIK (NG Oy o1 RYwasfe ANqE Fe o Q@R fAve
Y (0NN, "OTR( AN OT IA(RN ©Of T1...") |

oo AfTHTe FPN: WA (0 WIS QRN O FFE I ((ONN, "N+ AR
AN T AfSTR T IREAN ") |

SRS~ ST A EHI TN INNOIF AFSTEHT TN 0TS (R4T O (0 HN ST I
SAfOT2 SR ¢ RTIGN FERN|

RO 1 FAT: (U NN NG AP A3 OIOIRTGT B DTACS (N R T B A
(MO IS Geq |

4T 8: TAYF CITNTITS

QNN (TSI G AL ADYIN, ©h<bI, S B,

Y ] SRS SRIN M YN e |

SN SN NLRY FB: (OO NEFTT AN P TGN FACS BN (T TNE =
YTF (TON, WIS F1, ATANGS F1, TN F47) |

S3F S TIN FP: (AOMHI SN FWHNF JF (NAN—CHME, IFe), A=Y ofo,
Agferore, Tenm|

ATH57P O ]2 ATTOI IR FP: (AT (OSIR ([ (IO FT I

(JTCA; OIHA A ARG® W1 20T =7~ AT 5|

TAQT BIT [NIHN T WAV (O] Bl AGR FEN O 6N fofe I 200, (FIN,
S0, BIG 1 FORb8T LN (Orsmarsy FAR <[l ©f Sars f |

IBIRTC BT TNET FFN: IFGH AINF NES AT AW FPN I8 [ROTTSROE AN
fR™® (NgW; 512 WO ool FPoNRG FH |

T BIFRRAT T WATRI FAT O FF: (0N TS OIHF T AR B[S, 2, W[ A0
PAHPAN O FPA |

IF IO ABGS FF: AN WS WFHNT FI QACS OITHI TN, (FTAT, B,
T TSI WHIA I T |

=, ATIBFE GHIRAT NBGF FH: WA ISMBIFE WS ATAHE FF e

Ol AN NS SHIRACTI NI (YT Fo |

AFSTE AT 2P TNFY TN NN ST A=Y 912 (@R Ao® Fa0e Ry carsmanns
TeHAR® FP |

4T ¢: TRIYgro MU

TAES AFN g8 WO ZN: BEFT AT ST Neaarst Ma—adfEs Fie; 1 R[S
ARG B |

SR NGNS FIFIF FF: Ol Bl Ao FACR O 01612 FH (TONA, "6 SIFS52 (*=ITeR
OGP | DA "N JATO AR (PN QN IV Ao FAE ") |

fIBTR N1 FF S: LT, STLTY TSI NP ST AT AT SRS ST of A0 TS 2AFm
H0o M|

SRS #MARTE O 92 S I FHN: JF6 MG, ([QYN FF I8 CAATCHAT, TN NGHNE
©f% IG Y|

RGNS SR Ged M: ST, ([T AP JIRF FP (ONA:
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o "B JRATS ARG BT (STNF FIG TGO BFFYN|”
o I o33 13fd® (0 O G2 “fFRfo7 Wy My oz
o " d6T STNIF S T FAIK G YR 1"

oSN 2 ST S

WS RABIES GINCS (0NN, "SR fF SMIE 4 5T F WS IS 5I4?") ST [Grearsi
FE WHNND OF (R

OIME SN fRTGE YA PN FAIK (B3 FPA (0 OITnd AR ore S« (FAN Aqod
FAE, 33 (512 NI o~ AfSfEw N T |

TS O

FICITT ST DT (ATH2 (UTG4A A
SINAD (=

COPTAIR CATYIE 2P

AN AT AB© FP

https://www.youtube.com/watch?v=xxKtMt1Sk-4

Bast praciices and fips faeimoroving pour salss prasantalion shills

SALES
PRESENTATION TIPS

TO INSPIRE YOUR Frtaw-up

MEXT SALES PITCH

Content

. Des=ign
Delivery g

HOW TO CREATE A SALES PITCH & ENSURE IT'S EFFECTIVE

= 4 Prioritize the L
-
w ] TN T 2 ry
prospects and Sell appointmeant,
e ‘ customize content o 0 G B not product HELLO! epatizblah o oy

accordingly

‘ :r;al:f:::;;‘:ss the Explain who the Distribution
ald decision-makers customers are matiers
T — —
A clear Sales B Ensure social Y Paint a vision
Pitch wins :%" fistening of their future

SLIDEMODEL. COM

FICACHA AFSTFHT AOTTFT TN
AT SR TN
PAAFLN PIAO-(FAP YA
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CUSTOM EF?-«}._ => HONEST

“ = TRUST
SERVICE a2 1LIT
“A; RELIABILITY
CREDIBILITY

——

fgm tefa war

TR ATPAN

HATITG 1 20 FHAMG AGTH BeIN
ANOXFIS AN P

ST AfS Jame AF

https://www.youtube.com/watch?v=qEJz8JsNRt4

11 Lt
1900 7| 1960 & 1990 [_J@dp 2010 L7 g
o—2 5 O >

Age of manufacturing Age of distribution Age of information Age of the customer Beyond

Mass manufacturing Glabal connactions Connactad PCa and Empowarad buyars
makes industrial and transportation supply chains moean damand a niaw leval of
powarhouses systoms maka those that control oustomar obsassion
sucoessiul distribution key information flow
dominate
= Ford = Wal-Mart s Amazan = Maoy's
= Hoaing = Toyotn = Googla = Salastoron. oom
= [k s PR = Comioast = LI5A0
= A = LIPS = Capital One = Amaron
59159 Source; Forrester Research, Ing,

WS GTAT AT AL FHBN

TST (MR TS ST @y
AR IR
=G ]2 ¢ Ted M

https://www.youtube.com/watch?v=s9rmSn3GJnl
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Ozonetel 4 "I'm not Interested”
The 7 Most

ﬁ "Send some Information aver"

o e Common Sales

Ll L]
X o N Objections
Mﬁm Build Rapport m:: ol "| don't sae the need for your sarvice"
e tn With Customers Roowrc RN
#

*| need to spaak to my partner first"

“It's tod expensive’

Em—

E e . #
Wie Gzl Ardps “We already work with your competitar”
Stat o]
Plaring

Natural resistance to sales pitches

. G0 FEA-S ST ATS

o HJIRY ARRNOI AN PPN
e https://www.youtube.com/watch?v=4h3Tx21hH-k

Understanding the Consultation Process

Eild Truat
Providy |eedback
CIuestoding Technigues
A e LisTening

Eslubalih Clowr Gkjoclives

fg Al fstanta JfIer

. GO AXF B

. ONO 1S9 24

o TYSTOT GRR (TP I
. 79 932 9 ([RIFR Z5

e https://study.com/academy/lesson/video/what-is-rapport- building-definition-importance.html
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Benefits of Build Rapport

17 thve We kel o N ko

Trust Is Built A Lot Quicker

Easier Smoother Communications
Stronger Teamwaorking

Team Members More Engaged & Excited
Individuals More Receptive To Feedback

ROCOOEC

Team Meambears Mora Loyal To Each Other

UL b NI

o ST FIO (FI IFRNTOT 7T - A6 G JHT0 (et 01 [T 43¢ ARIAN TRTOR FAFed
VAP ONO B, FPICTBAL (MAT, (NN AL eI ({19 A

AT fOrSaITe Pt

S. [T A1 *raefa GFta ST TG (oI (N SFFAN?

SN YTST 932 TG 3% FF, OT FICTHIRR WK AZNOTN, 8 A7 L FTATHNFAH
@I@ © ST AV C\‘)ﬁ. <PC OT AP Pepeld WNS "ﬂa 5||-F:I\‘) P

2. FICACHA AN THF (Ofd FATO FOHT T ATCI?

AAN FIF NG N O, FF A3 AFS WATRI NN ATANF T01F 12 FT (0TS
N, 0S8 STNCHI ST Y SFOI T=NF MG 8T |

©. TG FITATO A FLATAF AN QT FAF (T SATISH Jt I

T WG I, ST A AT ARG FE0T M 932 26HT (J6 (R0 FAT 9P
FHN W FICACHI WAZ T GIIRAT STHNFS (AT N fGrearsi |

8. M (FHE FITTV QRT3 AFSIHAANT A1 IFHFT T X O T I X2

S, (IR A JARNET AH | ORI GrFoN M=, T29io A7 BIfety O I WS
B (RS IS HefN—TFg FICATHR (ATATCNATOIR FUAT I G) AWES TN TG |

¢. STEHTE AT fF 9UNS FIIFA T=F (OfJF S5 FF fars s

3T, SN NKICN HE (B (OTSmCars, Ihe il SI9 43¢ NI SISl A1 (N Mo 0=
NCOT A& BT ZBTOF WX, WA TN (O FT (0TS AT |

Y. THTHA W FTT SHOTCI CIIMTITS fFToFe Fa?

FICT6 (FRIT I B (NS M OITHF ACHIF S ST F© AIDF S re [RRGTT THNe
TCNICOTSY AN | SR TSN A ARG Beg |
q. S0 (Ofd FAF AT Bl It ATLAT G AT Bo©?

TG ST WfSfTe FA I, WfG[FS (ST F1, WSS WYDINE A YJ (NS
RO G3L FICIOLP LT (M8
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v. I SO IATO ANfF (T W Toaeng T=4F (ofd Faly?

fEZ R N TR FIHRVTNT MARE O, FIICOI WK (UATNATONS O FI (NS,
2 fGreaT>T FT, T AIHNF ST A7 TBH(2T G FOaol AFH FAT|

5. IRFIOF AAFT FIeNT 5794F (of7Te AR (FTer?
SF O AONTS FOR 2O AMI—FR FICIB IO (I (IS5 F, FN (RO FT I, WA
o *NARF O HAZW FACS A | AT NG G2 WorOmere 28T SFg|

0. A ST (O {3 [TFT-21938! AZTore TH® Fia?

TR (O] ICI0 A0 NeJ0d FIIN O] TBA-WHA HAF*I3fEATS {957 FEN, Wor©
YTHIN {<¢ (I T AFSI G AN FEN |

Class - 4

S ToFS [TFT 8 AXITOR G FIFA FILTB NAFH

o (PENT SRYMS FIHFIONE QA 4K G FICTGHE MY FroNd FA IO I 43¢
WHI FACS 2 O I

. FICTBAR S (PR L TRVGISF ST (OTNTOT FAE G ATAGAIT TFol 4 WG
AT Mt ST fGerse 41, fAoe 41 (0 AfSio @ @Freenfag Iy afssias
FF G2 IF ORYFOF *S*Tt FA|

Customer Interaction Cycle

Awareness Consideration Conversion Retention Advocacy

Ed 1 u : king f

HAT QT BFY

&Y I3 RFTIed STTOR CFlE AW QAT $FY WIS WFF IRV A% TN FIOTH
SR G A FRERT T | A6 (FN ST OF JHT0 ABFAR AU (S =6:

. OISTHTH YEANI: PICACT AR NAFHAR AN FAP GBS VTR FANK (IS
SN TOTN® (O FER| JH30 2fSIA6F AYN Yo FILTOE JORW ({1 (I A3 OIHA
SMIRI0T T AN WO AfS Wiyt S0 (o1 |

. YT TSR a1 RS =9 (0TI FICTB TR fOfS | (P (5T A8 SHATNI S
TS IH6 TP G2 FIS| WFGIMN FLTBRE TN A2 TS (@14 FICS AT, O
R M “Afdeifers |
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. G0 N oK (OfF F1: OA6F I ((fOABF OR (TS W (&N, B0 AT A 2l
(AN ST FICICO GRS A0S FACS AT | AN 0 ST, wFer 433
RGNS AP FIEN, OIR(S PICTCA NN (IR OGP ONT (ML TSR (I
A |

. O N T WA WHCO NG (0O OAZHNN FEN O FITOE OO
AT Tt S FICS T O [ROT | A0 T AW FNAF T BRI (IR 38
BHININ GNP AFCIAF 2fore (M|

WIANTT IS Q1T

o WER TG Q@RI IF0 ANETTAA 432 (MR SIS (S I SIS |

o T VKT ICACR WANNF (AN 567, YWY, S I8 77565 IS S |

o MG ARECII AL HNNF (OISO GNP ATNEST B, WA PICITHAS AN AF]
43¢ fRgrtonsrer toft F0e AME|

. G0 S IS @RINTI HHAAF FIICHI SIRAISH Tquw FA00, IfSFT0FS
TN WFR FACS 433 ATSTOIMTHR (ATF AN (FATNE AT FACS (AT

. R 3 REcres SiRET 0R (TF 7 (&4, TN 6 Aosfd qRRIRFon Afowire
P PIICO Nwesol Iz F(F A A1) Iz FA|

. 2 iRamel Ree FE (0 AT NFT W mE @ENag 936 2SA6F, J ey
CofFT® WA 1Y |

CHAXATS CITAMTHTSY

o TOT G AFeTOL: ™ ]2 SAFAESITI (OTomarst Fe, ATAGH N (A A7 6T 5|

. OO I WG ©F Ol IR FEN AL DICICHT B9 P I

. 3fSIHF O TN NFICS TN SHAT NAIOrST My IS S (TN
e

oSG MRV NS TP BN, AI70! 2 GrearsT FE I3 ([@RT TN AT A
I

. FT I WO (NAF 32 A4S Gox (oromanst Ige =y @ (oM mIg S I I

. MARS O CPTRIIRSE NS T G 26T *MATS OIF IR I, (0N
COTCYE COTTOrsy G]2 OIteT ©f 57 |

o  AMOIOMGONTel: FIACOI AGW WA (OO 479 TN I (WD A
QIRIRED]

o STNCIHNOISTSN: PFCoT TNIACE TN P AOsE o waie AfeiEFw omm 433
ANTATGCN AT FEw |
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Why do we need professional
communication?

Share
learnings
beyond

borders

Connect &
Metwrork
with peers

Builds
Confidencs

AfFH TN 81

o f Ao N REFS 13 F 932 ISR G ST TRy M (T0N, SWN=1F F
TR YN, (BT (OO F=) |

o (7Y (0 SN SNE: MARTE ©rF (T 201, JTF V0T, YT NoBS I8 "N (74Te
AR AT "Beg" J9 NI (RIG (WL 25re 1927 FPA |

o Y M8 AfGTT BeI: BB (RS W5 ISP Ot GO (19 FCo M |

. JATO BN, TSF (A NI: WAV OB ABO B ST VY, IS IS ST NCAICarsy |

. T o O FF: 0 fFR T AM(F 7 AT FE AN fGrearsyt Fe (TOW,
"IN P QTS (GTIRTEAN...?2") |

o STHS I AFHFEAR: @RIF TG [AFTS T G0 W Ao o e 10 [yge
HNAYS PN ((ON, "OIR(A WA O7 Je(RA ©f 2e...") |

. YOO AFSTHRTS FFN: WA (0 ANINSE SRR O FIPE I (0N, "6 ST N~
RHR AN 032 To* ICARCAN ") |

. OIORN IR AT G TN GNNONI AT GT G 0TS (R OTF (0 A STS52 Orend
ST BTG 3% RGN FERE|

. RER-REEN ST 5 (A1 NN ARG AFN A2 STOEGT FCA RS (NG
WHE AT (M8 AfSTT G |

ST ATHAR COFLH YTARZH ST
TR IS AT

o SO TSR 75, FNRM, NFY 973 NN [P T 2B SHBIT® FPN | A6 AN
NS IO fofs tof |

T IO TS HA:
o SIS TN QLY AN (0 T IO RRAIRFONI (01O FACS b ©f NIRRT S |

Y (HTOITMS (TATHAOT:
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. IYFT I3 EF YRRIRPOl IG (@Y AN AONOIF AN WG wfeong sy
QAT AL G (O PP |

(TG fThfeT:

. JF0 SO MIG (OfF FHN O WHNEF IO O, S, O G32 T IFNSfeTFH
I (AT OT0S A12 GIARKIRPF O (Or9morsy H|

ZPA-BICNE AP

. S FFN (0 WNNF IOMG TAS TNARN A7 SHE2N BN GG SN, GH0
fNg e wfvsser toff |

fox snfiagsae:
. R T (0 AW R THT T NPT QIR A8 (N Gl |
fNE® O 433 SHTGG:

. IHNNE S0 AT ADCEON FEN 00O A6 WHNT IO AN AP 433
ST ESIoY A |

FIIOAT [T CNFICIAT

. B ATN: FAG (S AS *MF AH TS SFGf | WANNF =TS WHI AR
SISO FATCS ARIOT FICO A

. AIHTONT YYN: FICTOF (FNS I QOI2 ORF BRI TRNACHN AFH FACS i (0
N Ao MHANFGNF T 80F) | O Hl IACK ©IC® NAIOe o, Cifds 933 WeAfdE
CRERICEY

. ARPGRS: FIACHI FRO%7 ([@RIF (G FPN| "N JATO AR QN TO™|" I3 NS FAT
J0A OIS A0S JIFIF TP

. T FEN: TUTD TNAHCHA JATS (AATRA O A0 FAR TG =N 2 fOrearsi FE+ |
SHRITREN, "N F I FI ANCE Bl OG5 FNEF SES IATS AN ? "

o ST SHNF WCACI1ST i ST JRATS AR, ST Y00 (I FA1F BHNF NSy
A= | T8I = FICACHI AN A=AV FF |

. Jhw R s 53w 28T SFgA 28, S N7y a8 FF =g weomns
WASGNF HHIT 52T FICO 2 |

. V3P AAge Fo: Ok, STNY G2 B (N WTEAHAT (AR ©F R WAH AR
@FG AL

o FYN T AL FATS 0 O GI: O S NS T AN FACS W1 AN,
O FYN PG JNIOIRGIF I TN (FTNS GAQS Ffr(P GIo® FAIN O G |
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UMCIOPERATIVE
TO0 CAITICAL = WITH DEADLINES |
S F

UNWALLIME _""L-"P WSTORY OF .

Toene cegt DIFFICULT e topeven )

DETAILS ELIEHTJ PROFILE o
l_ﬁ-. ; -t ye—es
LESS - EXTREME |
COMBUNICATIVE | . | nml‘-tli_iJ
4 \MREASOMARLE |, OMFAILE

S ToFAT TGS fIw

. TGOl I FR: (O FAT RTAIF VAT NHFT B, OTF B0A (NAFIE I Q=T

. ARF Gfoesel Iz FE: ASToPo NAFHI ARFL YA 473 ([IL5TT ({18 P |

o NS STF NG (OI: B AZRB TS AN WIS B (AT GBI roiq
STOTSY ST (ST |

. TS 0RO F(F: AMTE WHF I3 O FINGH® 2MEHFN JZR TSI (|

o WY I A 2OA0F, IS ToFe Wvesorafe TIF YRS IF BeANRS FH|

. YR ©W AN B BFTOFAYT ATET AR(HF BIRA 72 WHAYN STF SSH(T AR
FI

WAEF OIS 932 T

. R I8 NATOR AFM FA: MARS O (YU Nfoe, O, o) I8 FIFI
(I MIF (BT TGS I MATORF WS FIOFIONI (OISO FICS NI | AR
NI ST WA B (015 FA

o RS @32 71 (SR TR (YN (]2 2fOI6F *NRAR{F O r (0N, (B COromearsy,
AT NG e A0 OB FF Y (SfF FAO G R S ALTATN FIHNN FACS
SR FACO A | [RARNCS, (FfOA6F 2f5re 7Y (O FACO AA|

o TSl I3 RIYTNTOT I 04 HNF A O ] T AN (NfAF I6F AN
STNEHT™ T, TYF A6 TN FAME WS IS FF A2 TNHL G SN BT
JITO SRS B (O |

. O] BT G AT AR ©f%, STANAR (G (O19marsy G JHf6 AT
T WAV NS I FATS AN I3 NN ISNF WS AN FE oS A

. TSRS TJGS ANSHIY: FII I O ALIFY FAT 78 S F (N OIS AFS
gﬂ 412 FOBTORAT ST=N(F WABHT AW FACS MK, NN 0 OHF FAISE 52T

® (V¥
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F—38-55 RULE OF COMMUNICATION

A rFT 8 BRI

. TF J=F AR AR ARoTsa Oig Tt Fiieaens AR e s
OITS I GNSFIF AT2F ATITIIN AW FICS AN, 0T T X TS 72 o1y I AT |
A9 W ACA(R ARBE TGS ARGV 1, ST SN FA 433 JF6 206D
(FNHIOR WMol (ofd HT|

. TRG FANI*WEA THFOl: ZNG0H WINGIN, oA NESIRGie 438 GO AfRBEAR
0O LT ARFFY [NF6S FF (0 CORIG 7Y I3 RO SN AfIBITS 27, o 29 IR
3¢ TS AT#eTel STAEH F (O |

. IS RET FFTOn BRI FIH ARBEAIE OIi TASes AqAfFe F9, FI0F
AT (I IBIATN FAF I3 R T T57 WA 70l T A Core A0S N | Ol [T
O [RTATT FACO ¢ I LIS S1e S0 FUro AH|

. GRG FAGIAl 4T AT YOI AFEEIHR AT q3 SHIN [RINTHSY (R4rg (0 @i
OIMA I A9 TIWNCE T3 (7T | I T GO HIFET ABT I FAGIATHI BN SO Z
(VTS AT, FNTII9Y 933 2N AR Y ST FS 46 ST (@ A |

Body Language and Tone of Voice

o ARIOI SMY A AR (FSTR FNOT: Y51 RIFOR D@l TN [HHS 06| AT
3¢ THAN TIFNFME @ AQfF, AIVOT I3 ATZF WHIT T=ATE FATGH AIFTS SR
F(E, OTOIHA RALS ARIORI NN FIHFIONL (0F MT® 43¢ ARSI 218 IGI
AYTS TN A
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T P
Trining Meoos

. !
I-.' Fy A
e
TRAIING & X

W LR T ; = =

T -la‘ 3 e 1T irig=
] . N

T2 fOreaIie ot

i Teoinloog

S, AFEHTR Y 57 I
TSN FINGR TFOI A7 FA Nl OF© FAT|
2. SRR Y 567 I
SRS ST 412 IMad G SRR AFS AT
o, FNHA TGT BATTG (TN g
4% SR 7oFel, I 43¢ FNFAEL TSR (@ FA|
8. AFSIA Ty DI (T Wwgof?
45 T ATl ToFeT 438 FN 4T AR TAS FA|
¢. fFg 4T AT o1%fs It I
BIF AP A, FIAT 43¢ 2-eTfe |
. fFg STHRT SR 1afs Fit [
AT, (FIMH2 A2 HIHFAT WO |
q. foasfGre IfEwr T Jh?
IS 3¢ FINGHFS THoIF VY 79 BFe T4
v. fBaofva arfaIfaer Frena Jamw Fa3?
ROl W5 I FATHR ARISN AT FA |
>. foasiS (At STgaTe FAT BUAFS T

FAGIA e T CoN2|

Page 30 of 230



RSA 5021 ( Bengali)

yo. OB 932 FACTATTRA TG OTH WTLT T=4F F?
FIOFA TS FHF RINTIT MR ST reer Iz FA0S AN

Class - 5

15 Most Common Types ofF
Cusiomer Needs

L Fumcronsling ) Eimpearhay
O Price O Fuoirmcas
D Cirwar s D Irarmspararse gy
I:I [ =] U Cawrira
O Design 0 cptions
[ S [ [ O Informathon
D Porfonanic L Idenriry
D Erficicmy O Scouity
O compatibifing O Clrnimiuni iy Eingagnimn
LS s
\Zlﬁasl
. BASHR [P 33 RGPS STRITO AR Gy, FIICHA BIFRAT, 7R 72 WA TGP 3f
7
(IR SAE=I0 |

o NN FLTOME TF RS Ft oIiadHie o Q@RI AIATAS SITHEHT G (N6 |

. 45 (I O B AR O GINIF IS OTF; A7 L OIRT (F A6 [FAZAN, ST Bl YA
38 AN IS S O FNAFFAT ©vd FIE It TGS ©f QRN TGOS |

. OIMR T(TF SIRMISE STOlTend SsTai FE, AN AN A 1 ARFIISET Sy
OIT (0 STT3feT ST PRI (B FECRA T (0 ORI HFT FHCO Bl © AHE P |

. OIMR NV NIV FAE O (@I [WHE (IS, Tt 1 Sfoseer Hg™ FI O AFH
H| A6 g0 N HNFO! (AF ©F PIL O SO (OISO FICS AW B O
IS (S A

o O AAEFRDBI TG I HANTF JATS ARIDT FCF (0 IR a8 A2 A G (FN
Il S QR aFg=y| 4t & 7N, YT, R4, IS WS, F o= [Fg?

FICTVRA (QTAT (N SHFYN?

e GANQT WPE: 04 AN AN PIOIBAR BIFRAT A2 ART@fed ([, O AN I3
AV ]2 AKCIRN B FHACO AN O OICAS G AHS AP A Y31 |

o ONO (OIMCOTST: AN PILTBIAE BN NP OICRS S INNSICF (OISO FEo (M
07 ©ICRE NRCA OIFT 433 BT IR B Hg[ 7o =7 |

o NN TF: @RI TR I FE [ FAACE HANE FIOTORE AL FES
G, TS L= IO (ST FACS (M, O A WS (I FFT 43¢ AY519T TofF

=
. IS BT 04N FTHAT IATS AN, TN O BB Wil I A1, 07 ©1evd feeg wsi=
3¢ AN AT SIAGH S AR ([ [ |
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FIOFI R AN FOT O AAEFE TNE TBH(T AAE WES TFIG A8
AR I ARG O FATS F=TS FA|

OHS ST ST S SIS QR SHNTE WS FIOFI ST I8 STRITST AR
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Customer Discovery Process
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Hypothesis

Sam
CITSMTIITSA TN SFET 510G CSTAT
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Examples of After-Sales Service

Prowiding a warranty for a
Errochuct

Repairs or replacermeants for
defective products

Prowviding cwustoner trainbng
or tutorials

Offerning upgrades or
additional features

Offering a loyalkty prograrm

Offering Flexibhile returm or
exchange policies

nlnrfacrt fix
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FICICHI NAEHRIE, (0NN 3¢T] ﬂ%c«mﬁh\sl, ACV] QBINN, 1 ANCHS ﬁlm?ﬂm_r\o TR OItvd
T S E Jelte R 32 [ET ATFTRT wFre2 ofze 1 Ofvw|

¢. Y Freng 936 AfFToFe [THT Frre tof Fare *nfa?
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02 202 8

"WHO WHAT -t '“‘HEHE‘ WHEN HOW
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PFraparly Dneciad

Thought Provaking

wnamirigEowus

A good
question
should be

Comrmon
Wocabulary

Relovant

Comprohomrsise
Rolated io the objectives

CRoorly stalod ‘
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o "I'm not interested”

The 7 Most
Common Sales
Objections

9 "Send some information over"
“I need to speak to my partner first"

“| don't see the need for your service"

“It's too expensive”

Natural resistance to sales pitches

AT {3y e oA

. SO0 8 FTROI: HV/NNS ST=NH o5 | o1 [ f[grsrearsmer|

fREIOT5T TPAIYT: AN ATSZES T FFN | T [T WA OFAeTo! (AT |
JSFTOFS VAT AZW N AR, - 7= | Y [T Yol pfesan|
JRSF N ARCIAT: ST TN TN A (G I | Yol [T 73T @@y
ROl AJ¢ STRNPOT: G (T, (T TN 2N FF+ | o [T: [ S|
ST (O AT 2): STOTHR NN W51 I F+ | T4 [FT: rolg 574F |

Building Long-Term Relationships

Offer Exceptional Customer _
Service N
@ Personalize Your Approach
@ Prmrlde Ongoing Support
Foster Open Communication @
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CIC R GEACLIET R

. AR 9T TS AT AfFFgT ST
. YRS G2 ARFFFNO T FONAG I3 WNHF =N [NFoo S
. OF: "WNNE GPT A6 IR ST=I07 FACO A ©f {F S NS TINITS 5122

Place -
) he Retail
Location

Operating hours M]x

Space

Promotion
PR

Price emphasis

Mark-down
policy

Pers selling
Advertising

Personnel

Selling
Service support

Iinternal
marketing

(UL P EEa ]

o AR ST S (12 TRT@io B7F [ofS I (o7
. Onol [AFe FE (0 FTCA TS ({18 FE
. T ©¢= 3@ ST 0= FICTBA TNYF @19 I, [MF =W

Conclusion and Recommendations

Versatility and Ubiguity m

User Experience and
Accessibility

j
| Security and Privacy 9

Analytics and Optimization

Integration with Existing
Systems
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Top Customer Service Standards

AR (A GINFT

o MG AN GIA: ATT#R FICTBRF G (OO AN {79

o IR I AL RO WOO A51O] A2 I NS (F B AR HF(A|

o ST ST FICICOR TS EFord S ST B, ST=HNE ST FE|

. S ATS: GHTNLRCNT G G ANTEAHCE AR AeIITS FA|

. PTG M A= BIiRAISsfeT R A3 JeT3 STOMGre ST AN FE |

. YA ML O AZF AR (FIA ANLN 7 - 6 IINTF ST B0 ToT W8T |

Customer Service
Flow Chart

Frcdacinnd or he2lp oo

(e e

ke
This Is & sample teet that yau
| cam edil,
thipygrirn =
This Iz a sample text that yau
T Billny Ry

EF=INEG IRE CIATF TN Q@130

& FICTOBI S AT AREENR G A7 2o
+ YRRIRSO, (PPMIRY 32 TEfE Ao T |
TWNATST SAIZAT:

o 28 YOI NI AT ©ad |
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s Effective Communications
Strategies

Statement of 4 5 Hey Messages for Each
Purpose

Andignon
Assesrmant of Current > Q) i ' List of Communication
Skate e Chanmnecl=s
e 5 () | I PR
OHbj ectivas
List of Internal sned D D Success Metrics and
External Audicsncos: i Milestonoas

BEAOD SUGAAS

o Y, HY I ©OF AFA|

o NCHICOTS AXHIH QFA—PICTB(P P IO M|

. ATAG N A *R[FHN IS 5o |

. 2fSA6T O AL FFN: "N G W' G AFICS SN TN Y007 ([ FA00 ' |
FON FITTCAT ATNAN

o MF R 9 YTHA|

. OVE TOMIF AfS TR (|

. ST BT [NOT I 438 (MY ST e |

o FYN IFGA FANFOIRGIIF FICQ NGNS GINITS 2 O Gy~ |

5 Tvpes of difficult customers

T hiws codselerrrisar vl s cicmrapsleain o T Hist doipmloarywear wvbice b Pnmaried
trescpuissrvtiy I'f_'.-l.—_alig.'q.i-:.g

Ll U Ly o or vehio s =
ik i, L R E Thers insrdescziminves ool arvaer
e of Shurmdngg
@ I b custormor with unrealistio
: s et tioris
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F-A-1-R

Interrogate reality not the
person; provoke reality, clarify
the issue, provide specific
examples

Step back and find out where
you are; what do you know
now that you didn’'t know
before™? What more is i
needed? Now what? : y S

Reflect/
Resolve

o~ afety. Everyone owns a

piece of the truth about
reality; be present—
speak and listen as if this
conversation is all there i
right now

Ask genuine, open
questions; listen; seek to
learn and understand;
avoid blame

AV 8 TR
o  FUITOMI NAFHT BIF FH1K G CRM TG |

o TR STAIETNT G SRS [OfS g ATINS fGreaif>e opaat|
o FICTOUAD ST AT A FRTNG T Gy ATSImT ST |

he Retail
Mix

Promotion

PR
Pers selling
Advertising

Personnel
Selling
Servies suppart
Internal

marketing
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Different Types of Store Performance Metrics

Custormer Metrics

Sales Metrics
ATHAT ATy

fnventory Metrics htarketing Metrics
03 I 04 l
A= ACIATKPI:

o ANSTEF TN 432 ST AN
. =P TG (CSAT) (FITI

o (NG (ATCNIGIR (FIF (NPS) |

o 2 (OO TN T |

Creacimg value

Racall profit por
LransEerian

O Eales oo
BTN ke fUsDamer

@@} Freecashitlow

Cagrbur g vl
: - = [mamic
= a4 Al s e vl

o topand Eoiomitine

G2 RICACEIS)

o VIS ARHTT T 4ZT T |
o (PN ST ST=RTE TATTE AFA |
o FICTC A3 TZF NN IR (AF AfSTamwr fN |
e O AR STHel) GO (AR BT |
TR Q33 (BHFSTSTH

o AN (ST Y|
. {RARIIRFONI NN gL I |
. AfSE FICICHI MY IV HHIT FHA (0N O SFGAF—FYT SR SF G |

VeI R (P TIE, STRefone J38 4IRS AR I FIOTT 72 JH6 *fSat @r=enfag
Mt Afdoifere A1
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F) (I O7 ATITOH O FAT
) WSS SRITOT M ARCIAT AW 1
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Class - 12
FILTB (FFG AN AL GAT (FIEAINGT AGRS SAT TN
fR$a a3 STNC=IOrST FICT6 (GO BIZ oS FaT

Retail Fornmats

Store MNon-Store Service
Based Based Based

Oronmership Merchandise
Based Based

Comenience Stores

Inde e t R e e Direct Sales Various service
ndepe i:nnr-n. etailers Supermarkets EMail Orders TN
.E:-f:nhb;? :e‘; Hypermarkets Postal Orders Banics
= Clal= \.. |_.-- = Specialty Stores Telemarkot imng Car Rantals

-0 peralhve ores Departmental Stores Automated vending Sardos CoOntracks

Factory Owutlets
Catalogue
Showrooms
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f"'T::_m:rrlnn Stage

i
mmmﬂpﬂmmd
irbermal o= ax= ml.'ﬁl

. / R —

""'l"""h"""'ﬂ P""-‘“""""“*""" 5 ffblsrr"ll:-uhun and Llsvz““-.
| Stage | P Stoge !
1 umwtﬂﬁ;‘ﬂhm-n{r _.-"Iv... in the ""‘::"":‘ rl:l!dau!:r‘!ﬂr::ﬂl:lqu _.I

A, o of a
\ j
. _ Ry III,_-)
{Retention and Dtspnslhnn\'l'ﬁi_*-ﬂé;ﬂmge ard Hl.nln'r-em.me*,
| Stoge | |
h_il‘mbﬂ:rrr::irn:fm:ru’ﬂ M{E“ﬁﬂeﬂﬂﬂlrlgdﬂ
el = H A g e
FICTB (AHFTET 4T IO AT

. COTSTTOTCSTE ©T: (FIN NF, 30 /f%asmn
o p(A{ 3|\9§I5| L3 ((TNHIN] (PO |
o TR WY ¢ 25 TN (W5 |

. §i® I FieT GRINCeE|
o NPT R AfSfpT ORI |

-

Tayy PURPOSES OF CLIENT RECORDS

= -E.
4‘ 1. Communication
=] |

! § Z. Pianning cilient cars

. Aunditimg

fi. Research

5 5. Educatiion

B Esimbursement

7. Legal Documeniaiion
B. Health care analvsis
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Store sales management process flow chart
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codasa
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CSFIBIG: FITTB (A6 WITHE FAT IHR

TAEAY 5: ST AFISN

. FTO AZF AT I ARFISN TP RS FH|

. AfSRIg SRS fA*ow Fg 998 WAL 0612 FE |

. O BFMI RTT CRM THTTE FR A8 TN WL fAo© FE|
o 3057 31 o AfSrRe 1 13 [yt Iror|

T o

T he MMianacgenr,
IEarmk Marmse],
IEramnch Address],
ICTity, State]
ID>are]

Subject: Format for Address Chamge in Bami
Dear SirsS/fvfladanm,

1, [Yowur Mame], reguest amn address change for mmy acocouannt withs
accowurnt mumber [Accoumnt Mumber]. Please update my records wwith
the Followwimng mevw addres=s:

rNMeww Aaddres=s:
INMewvw Address Limne 1]
[City, State, ZIFPF Code]

ASrtached -— e MecaeSSary dAociasmments For werification. Firn iy
acknowiledge thhe update

Ssincerely,

[wowur Mame]
Iaacocowummnt FMuurmber]
IPhomne Muurmber]
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Benefits Of Good Quality Data A

o Increased Profitability

Easier Implementation OfF

Data
3 Competitive Advantage
4 Better Audience Targeting

5 Better Customer
Relationships
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fafire fRAsr a32 FTATEAT: SR I G BT ANS I3 ATNEN A G PITB (FFTHR
NITIGNF ANTABNR TS MR FP~1 97 N (Oromansd [IFT 0612 FA1 433 NFH
WFG 6B TNARYT T SO S |

FITTG WATOESHATE THIR® FBN: FICTT (NOITEAT VLT AT A FISN( [FTHN6 w11

TINS O G5 =S BTN AW B FICTORT OITHd NG OT WHNTOE P N9l A |
¢. SIS B Afetary g3z Ao
AT *NIGIIAL: AT FITTE JF0 NN W3S I S|

YfATHB FAAMGIAT: Ze fEFHR WO AN (A B fofd IR GIAHE AfF TS G
HAFSTAY FACS CRM (IS 1 T (5 TR S|

A6 I F© FH: 0 GFATHE [T AF, O OT IF[ES FAS 72 (GO FS JONS
Moo MY (ISHF JF o FE|
Y. 9B G AT CBIEGT a3 WHNAE TG SN IrBATTN FH:

(THUIgS ITBN: IS FTH O (FAUGS FAF G JF6 NGO CRM FSITHN 1 FICTH
(BT IR B | A6 AT TZCGR SCFHACOINT I8 RO FF (SN |

[ FI2fe1e FHTBW: (O 1 fEfGGE 012 (X< N1 (A, FTD ([(FFORFAE JF0 (NS,
INETAA FaorS S90S T |
(AT FATBN: =0T ANFANREE O ARTHIF (A3, DI A (FIRIIF FIONCHT IR FP |
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fNarom CBITaG: AYINIM® SICEA, S5O T &R (ATH FICT0 (GO] 9 FP | JF N IR

. (OIS fRATNGT: (OIS FIREAT T3 WA FRCNE, I SHTHW|

. fofGeE Rarerer: avF =, ameEs [Rugd (o @7e wqufe), Fafe ey,
SN ATTSTE G SRR AT 37T

o RS: TN NI 32 PIER T fofS FE A7 (BOT (ony~rTer [ (T0NN, GDPR,
HIPAA) (T 54 |

q. SN AACS AwT faw:

(GOT Afg CATCBIFT: FIACH Y (OISO MY Ho© AFe FANF AOF (GOT AFF V@S
32 (GOI NGO @9FT STNH AR F |

fRATorGT ATEONOI: (TOT AT (ATOIF I8 NSNS (GO TG SN FHI NFFe |
fRafire fAtpoe: TSN Sy~ IoTT 14 A% S G 5N AREHT 7 FE |
v. i ©T ITATGAT 998 TMHTTH FB:

fRefifae NTTe: FACET @FFEG AMTADAT I WTTE FAK G JF06 STITIG! (6 FF
(CON=, IS, tawIiis, AR{H) |

R a1 SWATTS: 04 (S FCTH SHNNF S (OIMONST FIL, ORI (OTMOTR [IAY
AFION F(F, I T AFSTET 2N F(F LN T ANTGH FF |

(GBI ATHEFAT: WAV TOIINE WHS FIOFT I3 IO AUCO AOTTpeN [FHT @
WA (@O JRCT (T |

SUTRAYT: § IS 20N (O
. FICIACHI VA DI GO AT FACAT AR
QFGY (OToMOTST AR FAT O |

. ARE REAF® 933 FIOT06 TAGBT IV (AR
STIUW: WFG, CFaRfeTd G ORA-AfF 0613539 516 F41 (AR

[ ]
. Bl Doy !'ruh:l:pnt-nrn =mmiwr-gdeamondgooginmmil.com ae T4, AR, NI ' < r iy
L
Address not found
i mesmage wasn'l deliveced o anotherbounce@bounce .com
DEcduiae Wl @O0 e adld 't e Tound, oF & unalbils 1l redaivd
T
LEARM FITHIL
Elpondd wild
550 %.1:1 Tho cmoil account thak you trasd to rooch doos ot exiot. Pleaono try double-chooking the
roclplent'e sasll addressa For CypeE OGF UANBCGEEATY SRAOBE. Lesarn mors st DHpESEdppordacoagiescommail' ™
peNHohuEttan ti-Z2d00ZdalT7OFIGaE0A%00R00cdIAZLf ARCEAar IDA40020nif.-46 - gqaotp
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CFIET0: A3 @G a3 fNAr°m AP T

Match Transactiom

L Ay i
Driscrepancy?
Focord Adiustment

Werity Balances

-
FITTB ©UT AFIF GIHNMT ATHT FAT
Y. SANIT ATAGN G2 STATT 47T [Nf1 Fp=v:

BATT AT NG F© FIT0 O STHY FACO IA? ARG TNLCNT GoVJ FIP GG
FICICHI TN OAQSE (@ AF, (0N NS N6 I G ITONE FICHI G 8 e at
|§iC§GC$I§ ARG |

AT FTARTNAO: O F Worg JA@AaNel (0N, WiAF {77, I @6, Ife9re
FGFAT ¥)? A6 ATIGNT [RA¥QF B 7T |

SITCESTCITOTE ATNGIAITOL: O BT IR A2 (FIAT (ATH SIS FACO J(I? WHNNF [
VIS SHAR ATIGH, NfF A6 (FIA TOTBATONI IIZS XT?

BT TRT ATIGRITO: FTT ©W F AW HCHNT MY JFeS FACS I ((ONF,
IIFIO68 STHSIR, ZCNe NTHHbe AMEFN)?

JITGTB: SO STNHINS TN A Bl I FACO 208352

TFS: AN A3 A9 NN AR FAT PTG (GO (BTG (I (GBI (NaN~Tor [ (0w,
GDPR, HIPAA, CCPA, OIS DPDP ST2+) ATONG?

2. AfdF COIAG ANeTN/STeN fRA6~ FH+:
W SRR B fofe I, ARfafiowy g6 a1 s o T
FICTO A9 WITRGITN® (CRM) FHITBT (@ raersT T3S G JS1fTe):

e IV FIAD TORAIFHA 12 (GOIF NS M AIEEA S G [Gen2 F1 ROEe
STROTH | SHIRIV3feTd WY FCACR Salesforce, HubSpot, Zoho CRM, Microsoft Dynamics 3651
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. IR (UGS OB, WW meﬁs AP ANRHNARN IR,
fRTontGs, FERMT, A2 FIoC-CEF (FFI0 SUIH) |

. OIRAT @WWWW@HTW RIS 45|

I G (AT FICAB T, [Taw, RATN 973 =T AR ARCEAN G IH(6 [570
STNIHITNS ATAGH NN NS B AT

FTOT CONAGT AATIAT ((TIN, BN Y12, SNAGIR©, GAIH IIIAN:

JFT: FTOTG FI2A ¢ THINT AT T, (OTHITN GUFoN (AT SICIHSCAT9T |

SR T T TG, RIS [To123 (AT SHIFICasy, RS THIN6 T I G
CITET, STTHR TN B ATAN#eTo! TGN SNY JHqo |

I TS (GO GN) PN FIICANS (GHFCNCHI G OICeT]), FICTO BIBIANE Gi)
I TSNS IS, ST AN G2 F (O FA|

9 G (71 FITT THINH (5, ABR, NI MTHT F1 O JF6 AN (OO
CONES PIHUNR AT, W AN 6 S LT R YR (R I G | AIAF PICA6
(GO STRA=TZ AT W7 N |

(SROTFIBG AT (S-S A1 (FT6W):

I NN fNGF (O SO I TN 15 BT AfIGI® (GfETRIET AT (O] AT

40

SR (GO TANF SfEF fNTFe, O FPoNRIGHN, RIS AFefde 2« JI8[y
ISR G

I T CTE 3 THNIY U6, W6 WFOR ATIG, SN PN N Fd AOS
e TS SH |

I G (7T FLOR NRATNGT R ST TGO R IR G, AT 4 AN (GO
TSR ATIGI~Tel 5% NS Rg|

fNarem G B/TIeas ((TNN, atFHH, B 6, SIFHN, ITALITAT WOl AZG(
BIBILIN):

I A BN (OBT GO |

R4 ﬂgmﬁwww IV LG, AfGO® 0[S |

W 0 AfF, (T I o, M@ S=OfFrer (IR, 7L [NA°MST FTR~*e (GO
G, WWWWWWWWWI

I3 GY (74T Y3 (6 BINSFT (F3 YZCAT FICT6 A3 -SRI (GOT AT 8F FF,
gH0 CRM-9 FNSHE ST W JHC TER[ AN FANI| N RSTIImr
STIA FICT6 (GO TN AT F1 =TI 1|

o, fRarorer IR IABAT:

46 ToT8 @FFYf RO FF SRS [GFGOE BG5S ST SIH W2 (DPDP |2) 4 WOl
ﬁWﬁRWWI

SICHA VTG (N(O): FIICHI AT FIAT (MATS, AAHAT FACO M Y(Q (FATS A ©f
IR T | OiNI-fOf8F SIS BTN FF |

AN G ﬁffw P (0 (OOT BINGIG (04 A6 AT 20HR) <2 AT (02w A6 ST
1 2R) SO (F(A2 NP6 F AR
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S RlGi W@W 933 WIfeo-FI|d am%q (MFA): SISl A1eTG NS 2T T
ARSI g*l(%l(.'bsl C\‘obl WW \DUI<1>I\'9(.'U.<1 O] MFA TSR PP |

. T aews: gt FTRfET 933 Ao TN (FHE IBIATN FEN| AN
JFAANB ANF I AT (0TS AT O fA*© FA0© AT FE|

. TURSTE 98 oo™/ AB-WASTE: WHANE (NosTE 7 [Gorzya&@s
NS TS A2 HOPIP MRS (A T FPA|

. AR ST 0 MRS FIRASE FTF9 FEAA, OF W60 F+ (0 (TS [Rrom s
3 AT PN AR

o RS IS AIMHS (GO Y61 W2RN ((ONW, OIRCO DPDP WI2W 49 G) o, (GO
ANONFI, (GBI AGI(S [aS ATIG) JAN A2 (NN Bl |

8. SN (GBI A2 f3® g3 WO FHA:

. YRRIES NNFACR TR N, 51, @R Ny Ion @R G JF0 Nfod
AT N7 T

o YTRFFAV/BNNE: STROG ANF I I3 RO TNy FICT6 O A5 FI0S oIS, f[Fwroy
I FIPEN CFF IITE FHA (0T, "fAG," "=, "eAWIRg," "Pga 439 |

o THTH BIZNA: O0ff THINB T FIEN, O WA 6w Hebrag e 956
AP (PRI JIICAT IR I |

¢. (GOT 9fFf 933 THNTIHT (ATBIF (Ofd FPA:

. AFFHY. FCTT (GO MY FTORANE A IUN AAS FAGAE AR v [Forna
MO FOIT BT ATI®, NG I SICI FACS |

. (G0 OT6IRFAY: AT ZN (GOT SIf3F [FN @ f[N*ow T TNy WHNNE SN Ny
AT BTN FFA (0N, 2CAA FHIG, (FIN VT 0612359 |

. NS (GO ARFRTFAV. GIAPO ARG SIS A7 WHTF, AN O WATGE A8 N
FTOME THNINAGS IR G ANTAGFCN FNE FICT0 ([FFG NS I |

o (OO NNWNRIGHEN: ®YATE (12 ©AT AR A ALTHY FPA O AN AP STH*T
SIS ATACN |

Y. (GBI fATEN IS I\ T4

. RGN IUTEE AR FF: TR, NIge 978 TS ATTGATOR T fofg T
ISR 4RATVT FICACH ©YT FOFHY ST FACS 2 O WL FF |

o REreom =S ST (OO W ATIGH N =0 NI YR (Fel MRS FAE H@ho
BN FF | DPDP WR(NF WO N AN A6 JF6 SFFo ATIGTI|

FICICOF OAT (N CSNMAN 14T B6®

y. st ¢of] 93 Ios ar4n:

. TR (PR STTEHT fOfS |
. WCWQESW@QWWI
. RICITR T G338 NS B ANRS FA|

2. W2 @ fNTgs sTAfe:

o (OOI ST AR JIHI JIGTOTYEAP ((ON, OO DPDP W2, GDPR, HIPAA) |
fRg-fNfiE fNRet (o=, PCI DSS) |
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. PISTOfeT INALFON I8 (PIF o= |
o -G = BFOF SN A8 W2 IT3FT |

0. FICTOMI Ffo AFSRY FAT:

. WS O (S, HAfEEN §{) S|
. STAICNR 55O AN FE|

o FICACOI (NI IS AL

. fNArorer I G2 AFNY) I FE

8. AANTT IIIAT I BT

o SIHIY A7 TG NG 6 S|

. ORF GV 32 NN AFSTAY FH|

. AfetofsreryeTss spRker emr S|

o ISP O 3 ATIEENTS IS IO |

¢. ARSTOTTOIYeT ATS TG FI4T:

. FICIACH NIAFNIEF OF (R, VST (SN T A
. SHIGG STARFS B WA IIARF TS (SIS BT

b AIRCR Y ©F OIsTeIfs F1

. QYT T2 FAICAF S OIS FAT ORI PTG BN ICIA ATIG |
. SRS NEET G798 NS GG I9=F |

o (A3 FYN SEANNE (GO S FAY Ol JF6 A5 Y|

o (NAINT ©F ARGV AFFY 2N FE |

GRTRAY: A0 PIRABATS AN SIS

. GG FAGIA FOHNG POI2 FIICOF WA ST WICIH FIACR |
e TGN WOTOTT BLIR G AN YT T (ST AR

o BOOE IS NTFY AT T NS S2ATHE FAT A |

. (NAIITEr RfTSETE St Farg afewe|

Dt Ieoks and deta oss & Reputational dormogs and loas of
Erust

ATy ss 08 o result of frog
& [EEruptinm [0 Dursingss Continglty
Icdankiiy thaik +
® Spending monay on incldent
intellactusl proparky thalt Inwastigatian
& Fines imposad Oy Governimants of
othier sntities

i@ F ¥ 8 @

Ciparathonod o aruptboaes

& Compansolion o elifeciad paertiss

AT G992 ATAGN PN

o S FICICHA (GO OT61R FF 433 AP ({6 FE|
. [NA°M, OAQS BN O AT TP |

o FIOICOI (NANTOIE ST FH I3 SHCFS A © FH |
. TR NI TS 32 (GO NS T=TE HFe T
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IR 2y

Y. FITATOA ©AT AfFT NI (FFG FATA G [NIHA (FIR6 AL IIAT TH?
F) I FICIT T IOTY A1
) fRITFEA (A el [Af*ow Fa1
) (GOT I JIGTT NTANIT SN[ NB BIG 5T BN
¥) WIR® JIAMF Hzrs (8

2. FICACBA OYT A X FAF AV, ATITE AW fAgeTor Ao F7 T1 936 Y Atdrgw
YA 2

F) FITT O OIF AR (DTN TG ©F TNl (ST NS (ST

) PGP PN TR WIYI (GBI N6 TN [No 4T

) (GO OIBIZHTY ISV BT (N, 2NT NG (53)

q) ATIf5reel fARTI0T 06! T8 (O] AT Tl

©. [AFASIST I GT FICACB A NAFHI 932 (GO 7TS e (FHhIge 932 AfT6rea=n
) A CRATHE ((ONH, JTH)
) FIOT GG AR (0N, B9 T2w)
) PITV [TV WILNCGTN D (CRM) 56N
q) QYT FINTGF P12

8. MTARANT FICTB (GBI MAFHLIT WY FAFfAfiosffa war @ a5 swgaSf
fRarerer 733

F) IR G RAL TR N ATISTG O F(H (NS

) BYNTH JH6 FIARFSTCA TN fNOT F41

) NENT APTSTG I3 N0 FIET WIANHIHV (MFA) ISV BT

q) TGN GIE SHCIHCOT SO NS (GO ST B

¢. OIATS fSfGBE IFFTS SAT JA=HI W2V (DPDP W2N) TS FITA® (GOl TfFe
fRafafiresfem Tty @emea So" cona

F) TS ZIOI2 AR ©YF 4=

) S FIAG (GO JILTOIYEAP GV B

) (GOT PPV G TR@ G7¢ [IGTF7© FT56T T I

q) S RO HAABHIAT TN (TOT ATHT

Y. (GBI NN GT NINFACT fNTNraa ((Iw, fFSMIa Gy T eaa (N SR
F) A5 (TONF W8 AFHAT FCI (S|
) 6 SNRE (RYNITGBIY J7F¢ STZG AVF AT JC0T5 BCH (77
5Y) A6 SR TIGIITAR FIRAT A I FAN
q) f6 (0TI RS IIZR ATIGTS! 7 FA|

q. FITICHA (NAINNTOT IO AYEF AF0 AT NfoF F1ET T

F) (0! ATHEFHFIY AFGT JOITT |

%) PITVTT Y AT (O J7¢ TGIF YT/
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) AfSTONTOIYeTH (ST ©OAT TR ARGrod HI|
X)) W36 WSS U6 BT

Y. FITTBRA ATIATNT OAT T XA A9 WTHT (FIR0 OITAF GINT TFIAT 5610 O ATA?
P) NS QM NCHBS 200 S
%) SIE GRS I AT 51
) WP (IR A= ARTIAN FCAF B8 (NS
¥) AR A2 OlAd JF 28

S. SN GfANAIg 28, FITATHA (GBI TGN AF(B STHATINT IS JifF I
F) 2fSA6F A= AT~ IR
) TR® JISG (NG 432 WS
5)) TANIT AOINNT FANNT SFOF 3/© 43¢ TIHT T/
¥) ARG 496 3

Yo. PTG STATH AT " (GoT NNNRTOHN" I6te I (Q_/TT?
F) OS0! T (P06 TG T2 (GOl JTH 471
Y) (GBI WICHA FAE FUO! ST (AP HLLU Z FAT|
) (FITNIZ RTANIT JPNEE GU7RT T ATGIT O AT I8 T BT/
T) FICICOA [IB1T© 07 AFFY [RIAY HALTHo 4Tl

Class -14
FICTBA AT FHOTTF I FUN CIINTIIST FAT (TS A 57 fIT0T ©1rona 2077 [T F41
PICAG (OTSCONCST ST, FSF MBIV G2 (Y

Imiplesmaenting PFersonalized Commuuanidcation CShanhsls

q !_..-"" = Corblesrrarseed Erriani | Caaremaprean g riz
I et meorieal ol S0s wag I aambr PlasLiNeaiicsrazs.
Clnatiats el Live Slat S sjmset

Sociml Felenciim ErEs e ek

L= ity Pronmrmrme mec] Pereonmsiiees el e e

FICACOF AZALE AU FAF STy
Y. BT ABIT G WYo1SS I B

. VGTOFO NGO ATV FIHPR FAT I (TRT G FIG B FICTBIRI YA S
(QIYST ([ FAY, OT WK WS NOoP© A7 GATOI9T Wiwseold M ARBIfeTe S|

o OTFN AV B O WA PIACH AR S STNE BN, O WA ©Ind
2SI R FAF I WOFN FAK TSR (I AF, 0T T TS I |

e TYETOT Ja PR BT PO OIRWTOT F RpIF AP 478 TANT AKCINT Gy
WS FNLF TSR TS ([ ACF |

2. SN ST=o1F 32 YT tofF R
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o OF AN IR AZHS AT I G2 VAT BT (AT (0 SN ST BIfRTT <
SR ST o012 O |
o TR NENE FCE: A6 FTNF 933 TSI LTI O FR, IH6 (ANHNTAS THNEF
B0 WMTIITY TS O FA|
o OE I I FICTOAT (12 JFIINSAE AT FI OT[T TR 7T FF 72 OO
[ T I

o, (OTSMOTSY BN© H(H K8 T (JIRUIIFRA FAT:

o T AGIHT: T (ATH2 AZTSE (@IRAT =T 2SI AN FACS AT FCI I8 AIT OIS
SIS T (OTTTOTsT M RO JOTH |

. TAQT F(S: A5 WANNTF SN (OrMCOsd 439, IR s [RTTE FIICHI /g™
WP COfF FI0S (0T, 01 FNAFTE WS FIOFT FF (O |

o ST AFSTRIY: AR UDBATE AT S TONI (NFIIAT FACE (RGO AIIBAE I ST
AITO ST (ATH TF1 H1 O

8. AP SPeTy e (@l bifeTo (S

. 2fSIACF FARML O-T STNG ([1Y FIN O AN FIANS AN IR JATIH FAF
SR WP ([, O B ([P 2 =

o IINPYO %N ag« g*l(%l%ﬂl (N HFEN (O ©OTTMT ARMCP AN RN AR, Y« Ol T
(FTATS AFCIAT (UG TSN BN, O B PICTD NZN 2157 AT

. IS AGT: TBT 432 S FOT0A “HAFG IIAT To® 8TF I TSRTONI STNCIR
ST ST WS ([ 77 FAE ASRAT (I

. AfStoferyas JfRem JH0 TP IR, (0 FINSE TSI FACET TIRMSEE
SN FAR CHFLE AT I ARSTOTNTRR (AT AT 20T ST |

¢. NSNS TgAleTy 3¢ (HFMIRY oS R

o FICICHI FITSHIN: NG T F FICICOF FTASHHN J72 O Do AT (AT@
B O (AR (NOAF AFRF FIPho (R

o COPTRIR WI: AfB (oMY 32 TSP WHIAR (0 (IS, OT SN

o JSG G2 AN U BT 26O AfoHeo 27|

. NN IfGTT 5T A6 WHNNTF FICICOR IR STNE TN~ 3T JOTS SRS B
3¢ ANFIICS AHTONT AT 932 AP eFANF TS :TS FE|

Y. BN® AR AR RGO A

. T A ET: AR (0NN, HGU™A QoMo Weww, RHE AR SrreREen) S
TOIBANT AFFNBEATE [RATS FATS I I3 ARTIA 2HNF WEES 7T FI GAS A

. FPOARGG ANYN: 6 TANF FIICOT W~ ARB ST Y Aform1m Wy TAgH
TN P FACO AN P

TS, FIOACHI ARVRAF TN FA1 (FIA JF06 GNSFR 7F N, A6 IH0 (Fetors

LTSI OT FICACHI BT, T=NF (OfF 43¢ AR, (OTHICAT AR RILCIAT AP G

fofe T A6 T TR ARTINF JFI0 NG NOF© NGO FANSRO (I OT FIACGI

SR ERICAC T HRICER]
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Respecting Client Confidentiality and Privacy

Foriwawss Lhss mavws mred reegponlsliceris
e

Llager waoure cosrrarniasuasmlieer chisosr i b
S

L 1malt ik Scoden arcd hacioo of allest
irtesrrrumticr

B traunGpdar o nT sl oGt et o
clmmte

ST FICABRD AN
Y. RCWS (OTSMTONSTE NILTN:

2UNT: ATTHR DI (AT, RSIES O G2 04 W, TS Afofaar wFgyof
T O AR BT T

(T FeT: TReld [T, GG WCAG, WM 0N 5T = ATIMGN T O HZH Bl
=T

THAINI/(GHG IET: TS WATGE, WgHEF, (Moo, W1 5256y, BI85 6AF IS TNy
T |

(ARG SIS ((ONW, (RIAOTOUT, (BTN, AIF): WD (OISO, To NN A3
TROOTYAF STEAGNT Gl FNILNSNI SR, [T FF B2B 2|

[ ol 77F (ofF, Giod [RFy, 1 [BIETS -7 T 7=

fOfB8 e (0N, G, @97 f5): foGTHIa carsmorsy, S, 1 weeTd STRiferd G e
Sorafdg 4B o [FF|

T TS ©OIRE (NS fFg FICT0, RO FE 0P Gsie 4T, SITNIfGE COTsmearsy
NIYTTN COTSITOTSY FICS T COTSITOTST FACS NGFH FACS A |

2. COTSITOTCSIN fERTPICisT:

NS/ T ST s AP, Greld ST, W W0rs AR OTYeTH BTG Gy |
INRRF/MG- AR AFHI WACG0, NANfS AfSIuN, WY1 [NAN® (6F-2FT G
SR

WIS/ CaNIis: fNOGAoE, RLTINRT ATGE, (FHEANS AAGN, WA FN TN I
RRIERIEACRI

WYATG 0N ATAGH: [FQ FICAS oV (OISO N BN, QYA 04 AF© ATAG
I BFFN AATGH AF SY=2 (AT FE |

O B-[RNNT: BYAG WGF [N, MfH1 HNTGE, AT AT ST Nrwr (N7
3Or6d G (OTSMOTsY FE+ |

3. (OTSMCONSIR O Ae/SATRF ST

IS STNY (0N, A 9 BF - A 5 B IST): @S9 FITB SoIOTE FIGH SN
COTATTOTSY PICO AR™ PN |

fRfiE ST Fg FCTT OHA STNTIOR FIRACT WYNH JFFE, [{ida, L@ [ A
COTAMCOTCT (K1Y FACO AN

TIRS/B0 AfBTT T STLRTS Vg™ F41 77 0 1 [T 512 Treefd = 93 IF S 27|
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8. WP/ FE B

. SYSINFST: (PRI ©TFT, NS 2T, (ATOIFTAT W57 |

. NDINE: WS FAAFANL T, TRV O, TS N~- AR |

o STAPIR/SIAFEY: WS Y QIOIR SIS [9re (NIl

. REiRe/ Too: TN AGefN d]2 (2FFPG oW F1, INF 0 A% IPIM6E Aol F
(Tt |

¢&. PR S (OISO AR ((WHE Tfe /Ko

. (Ommoned AUE [R5 FTOA A2 IARIRFOR G JFG NN e S
COTATTOTSY PO AR™ HF(IN|

. Rem/ma: fFg ST Gy, Okl G106 NG [ReTsr ST (oo F0e AR~ A0S AN
(O, f{fets, Agfessre si=rme) |

o AR NN WL (OroMOTs: (F Bl LFCAR COTNMTOTS A2 FAK ©F N FT|

Y. FH-2/A6-WME6 AR

o TICHBL (OO FHTBME NOGIAGE, ABRYAS 2(NeT SO FW6-24 I FW6-WATO6
AR Ry A4<w1 Sfow|
. AfE [Rsafy: T (I, AR ARIE, I NS WATGE T [ ASTE Gy g H |

FICICOA CAIMTIANCSF FAgwsfa fofze Far

. SRR fGeems T WANRIMGTIT TN, AN FICT6 2N6F TN JF6 [l A9
FHEN W (FIA OGS T, "SANK ST (OTNTOTS FAE TS AN Bl AGH 2"
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Process vs Policy vs
Procedure

®

Process Policy Procedure
Process s not only a single & particular set of wark 2 the fiip side of policy,
rask; 1t ks o high-beve b wias instructions or businass procedures refer to
of interrelatad rasks done @ rules that align with the @ detailed instructions on
o produce a product or a acjency's objectives, gosls, hendy b do tasks o parfornm
sarvice, and managernent a sub-process action,

philosophiss

Maintenance cycle of policies and procedures

I&
S. Monitor
adherence to

policies and
procedures

policies and

procedures

2. lr'l1|::llla£1'|ent\lI

changes to the
policies and
rocedures

3. Train the
employees on
the policies and
procedures -
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What arg the key components of a successful relall marketing strategy

[ TETT PR SR

Caslamer lesillack 4l
sacislartion

larzes aadisnce

Ll dnahesis s Lazing: scgmerfatcr
Urlzaz s2ling arapesitan
cuskomer loalty programs [HEH]

Ri=ading
Adwaiilng ard arnenarian

Abara et ane lsnal
v amdisiing
ornnichannel presenee

|
Pl s ps

SYCNIAS CATSNTITSY GICNA IR FAT

o QYT (PN ARG 20N 1 VFF IR Al
o ARG | ARPA NS FTIHFNSH ARG e
. O ST ]S (NANTOI fAo© T

Communication Channels

i

1. Formal
Informaticon

directly from the
boss through
official chhanneals

2. Informal
Feliable

information from
informal settings at
work

3. Unofficial

Unreliable information from
social settings
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5 Stages of Sales Management
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The importance of a strong first impression
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workplace for empboyees. Delziled measures
are set ot in the COVID-19 Occupationsd
Health and Safoly Measures in Workplaces
Direclive, dated 29 April 2020,

Designate adeguately trained health and safety
officers who must take each employee’s
temperastures using appropriate sguipment or
instnamenis ot the siart of a shift and every fouwr
howrs after the shift commences.

Immediately move any employes whose
emperature s 37250C or above o an sofated
obsenaiion room for a second measurement. If
the second test measurement also exceads
7500 C, the employee must be sent home for
solf-pearantine, provided with a2 surgical mosk
and nof be pemitied o enter or stay on the

[ eMiSes.

Give prominence o goods manuiachred in
Sowth Africa

IV G THB

_Dm“ls

Do not permiit employees o share face masks,
equipment, stationeny, ubensils or similar items.

Bo not sedf prohibited goods. A present, these
are: Bguor, tiobacoo, nhaoco products and o
cigancdios

Do not falsely or misleadingly adveriise goods:

Do ot sell goods ot excessive prices. Doring
the lockdown, specific attention as boan poid
I basic food and consumes Tams, SImenency
products and services, medical and hygiena
supplies and emergency clean-up products ano
sonices. Companies fournd viotating this rule
during the lockdown fove been fined

Emsure __jrmr have ade EH.I‘:'IIE stock of ..-
in partioudar essential gooos. cheniifod in
divectives issued.
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Introduction 1o Sales Role Play
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PERSONA PROFILES
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Seiler’s Hierarchy™ Strength of Evidence/Effect
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ellecls el
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Why Churn Rate is High in the Telecom Industry?
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Introduction to Retention Ratio and Customer Satisfaction
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= Actively Liston Bd Wodsrsbard

< e el Egnanckily o E PR by f—
= ;::ﬁl:';&':.:‘lﬁl[l!ﬂe rregofuschorn
[ =] wreiliee viswal Alds for Glaritye

=" Empounisf Gisiommors wwith
Solf-Help Toos

= Culfbente o Customar-Centrls Gkt il i

Y. ARCHA HIfEAT fofF® 1 473 TN F4T: ASH NAFIT GToromd o567 28T Ofow T
5% a1l FAFTRT IRV I AXHFI WFGS W JLA TIHOI TN FAT FfON 2T AT |

WBZS TTANST BIAHN FACS A3 THNF(F SN FACS THINF A Gresn FF4| 2
AT TSR JF0 FIOFT ST (SfF FACS TR FAT (OTS AN G2 A JF6 =iz
HGfS O A= TS S FAE
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Y. ™ZOIF G OO d36 (IR FPA: WAV A2FP AT AfSE Aqrzdong ST
RS ([T G BTG GATCH TN FACS AN [GGINE ST TN (N1 2R
P AT I (g 2 fOfS8, AfEFI (G SIATT (1T 410y [Neia fofge sam), =
fZ~=1G 0T 4 (RIB f[FE T T ST STNLCNI G |

q. TR AT W15 I FEA: FIABIAR ATMHAT AW FANCE O A[51ST G TZTST
FACO A AL O NN (FIAS TN (G ARIICS OICHI STH ST A FAT AL SN
AR DTa® N AT | SRR G FoTT (MSTF G FIABRE SRS FHT AT W51S
PO BHNRS B(H |

b, F-92TOl TN T ATHFME FHNON FPA: Al BI630, WV fofS, I 2ONIGO ACATHA
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Y. HIAAIIRS ORfS: Oafed (Faefd 6 Fare ARSI NAFHT 5= o8 T~ A=F 433
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AIXSF (AT SHOIF ANY TARRS 933 wfeImiaa Tnme

“I wallked out, and
Il will me&WVer go back again.”

(OTHIAT (AFI ATIHFIA ARFHR ST BUEF FA TS| (FINS FAT AT IeIC0 N JNNF
(NS ATRIOTS FICO 1| J0T (FI HB...

NIRP (AT CFTq, AN @"TW (ofd FICO9 AL, [T (988 M@ AT 33|®‘51\')\'9IC31, RIiCR
P, NP (FNS (@G TSTIT WA, ATZTHFAT (PG IIINH PO (AT OT(®
GATRS @y G e S|

oft SN I ™, SPITCET® (R BARIHNN B, IR0 AN AR [Py TN ST
WS FTHRI (J1Y PN | TPG HABI AT=2P WG T AT I ML AR O AN FIA
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NN AZHFP ATOIMA SN 9 [FR AT 04N (FINS 2P WANF FICQ AYT WA,
AN PG 12 (RIF N (N, AN ZEAN IR YL | AN NGO A AN AR(F NGB0l
A3 TN AFSHINT YN BT GG AN O (R | NN (TN SN, WA JFG
V], WS | SN SICEC A-™ ST, WA FAPIY (2 AZF FDANTFORF (I o1
HACO A

AT QITHNT VNI SR

dPON AZF (G (AT (PN STE TOINS (Off FA0 NG IS NFS SINY A
IfCer® AL, (W (APTF 98 dB6 ARER A7 [Aoawomsne, el 433 [@1fiTe
NANONR 37e (T WS, dF0 MG T MG SN GG *1H1S OHIAT
W12 AR AL WS (OfF FACO AA|

oIy 933 fgrst

04 FAET NG THAONR G338 (PFIRSIR SN B, O4F A6 AZFME LT ]
TN | I35 OFF TONHH A1 TGS (AMF 2f57S (M (0 TIAM (FPIRIRGLS T3 (T 432 G
W A1 a6 SR A= @A T SR AUE G2 ORI Gio® AFE I520H
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IS 20 I
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SIZF (TATY (HXTAT SRS AT G JIIZTD ARCHN
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=% fRTHAT ABAAN FEN | ((PIAIF AITH: "TIIANNB (NS NN "IN (ATF I Q1Y
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G328 TR FFATGIG GV HC BAZ® =(IN 1|
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SMIRI0F FACS AR I B8 FIF a1 F5F 7|

ARHTF WOTA G GATY...

Tips for greeting customers at a
retail store

- Frasant a profassional appaearanca
i Use friendly nonverbal cucs

- Tirmies wour Qrestirnggs corresc Ly

= Recogrize relurnirity ousborTiey s

= Train ywour tcam to groct customors proporiy

%) TITYTY QTSR GININ: SN SAEA6 SIS I G (SRR 04 fSN (IFIN ATI=IFI0
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(O FFN 0T AN IS ATV ATFETHI S AN 06T N =T
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TGN TGN | AN (BN AR 00 (HGF WY JFGN AZHE Tor« TN Sow|
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Importance of customer
communicalion
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M OIS FTFOIT ATRIOT AR FACO AN | AP (OIS S WA Ar=0dE S Corsearsy
FACO AN | G2 g [N*6© FII (0 NN ARFA WAV TG SN (A0S AHFEAN |
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Page 196 of 230




RSA 5021 ( Bengali)
WA T3 TR0 RGO FAE G FHANF (RFOOF STESWICIS AN (OIMOTS THSTIKS
HLRO PO AN |

5. ARFIA AFSTEH T FOTSEISIT FPN AJ2 WHNRTT AZTTOT OR© FPA

AZFMA AT WNT AZF Nfowol GRS FAF T BT ME ST Ny 06| 04
(TS AZH (TN 4EN, WANCF JHF6 30N NI, WA I NG SN ST TSI,
O O Hq[ANTIP ANT AT @N\S P SO (MY - JMORIOT PN AT ATRBPAT %)f 1R~ ©f
W WA TANT AZF AITONF WES ARG G73 THO FACS AEN| WO, NN
COTSTOTSY (P JH6 WICTRWT WA 28T To® AZFHE PG (NG I3 ©Ivd AfSTama
BT

Y0. WHOId AT AN ATI6TEANT TN

(ONIE FeT =W, "5TH2 01" RGN GI0R TR G WK ST GIF BT, AR SRR G
(SLA) (TN BeTl, fRIATH IV 0O ANI JNA fFTAA-0120 AfIBIS [T F41 93 (It 1o FAT
WIHNNIR A= ACIAT (OTSMarsT OF® S SN | SHIRITF<+Y, fOfF6 a5 S99 1 ST F19 STy
ARSTEHTR TN 72 G0 @CSECHN SLA N2 a1 R FAT@ 2 (0 AZF (T H© B8
T, AT AP G MCHCANT NI O ST TN FACO AN | AN (S Yeip
ATFTBATS IT FA1 STV IBTS JAN STFTEFT O IR FACO NAN | OHTZATIAY,
MANGRSE WH-5-(G6 AF T Wia OfFe Aeww T RIS, oA 450
SO fATN (516 S FACS A O AFS T 2N TS GfF0 T FH TN T F0F 433
A7 (IS TR F T FHNGE F(A|

Class — 45

X STF OFN© 4T
AIXF O

o LR T el T
Complalines

- - N

T e i Cuwtsrmar
: ST Sl Smtisfmcticn
= :
s = F
D umtomer ) .
Crpsctnticne
" i’

STRCFHI 2SI ZCAT ¥ T ARITIAT (ATH AT (N6 NGO FeT | AT 8 ARICIRA TTE A=FA AFS
wfoeswl 0 Wg® YN (G (@ =T, OIR(A ARF AT A | 0 JFT AF© Aoeaw]
YOS YT (BT FN TF, OIR(A AZF TAST I TOM IV | ATRFF ST YT FN2 (B SAN A,
AZF T SR G T AT AZF Moo BN NG FF ©f 76w =7

Page 197 of 230



RSA 5021 ( Bengali)

What are customer
expectations?

CLstomer expectations descorihe howw Custamers envision each Interaction Wt wolr company
Froom sell sperviom oplimars Lo Cusorrier sesrvios weeil Lirrpes, U e g e clalion s s eveEry

fovchpalnt throucghaoat the Custbormer o0 sy

A= TBT 26T JBT0 TAILRY NGRS OT AN AT ST FO6T AV FLAN - WA OGN FEN
ol R G 1970 21 A6 N1EF AR 438 NI WA JF6 el FAFA J5F AN
ITO | AZF ABQ AF Wowed AIAFS T OFTond Q@RI (O | Az
WGBS @ CX) T WHNF AT TP AR(FF ONelah, A G2 TBeR=IR (W16 (Orsrea |

Customers Who Expect Better Personalization Under the Following Circumstances

When technology advances
Wihen they provide more data TES,

When they spend mors

ATIHT TN WFSHN T4 (N QB

(N TR (N2 (0 A=RAT (0 TSR AT (Orsmearsy FE OIid PR (ATH OInd AR BRI
PR ST AMH | IR 2P ATGUIRAT ST BfeTd N&T TACR;

5. ANV ASHFRS IV FH 48 YN A I (0 WA ST FATS IR ©UN O F+|

2. (NS ST AN GiV) AHIEF WATIGIL AN PG AZHP ALUIF FAEN 1|
. STNW AT BT MO SN I SN TN (NI Fo |
8. FIRIFMIT OIMF ARCMT NIHITH JICH T ATCY ALTAT BIANCN ARNAO] P |

¢. Offt S (FNS T FIA, o1 AfS 55 T - Srars A= |

Y, WG S I AT TG 28T Of6W |
q. AfSfO AFT WowS! BFNTGFS q78 FONRG FF |

‘When a business adds a wow factor to their services, that's when
they exceed customer expectations.”

AZITRT FOIPNE (G II?
RS CIAE TN
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2. SNIT WAHIAG NS TOFS FH:

Perzonallzing the customer experience haelps ™
exceed expectations by giving each ST =
customer exoctly what they need, often :
before they ask for it
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8. IIAQIF COTNTA (AT (IR TS TAT QUA YTAT: (FINS (FANN SHIFRIOR O JNNG! RO AT
1 G2 FIACIR (OTNF NGF T (IATETSTAT QA 4T W7o | (TN S QT Bt O I ¢
CTSTER BT (S WIS |

What is USP? A USP or Unique Selling Point is the differentiating factor of
your business that prompts customers to choose you over competitors.

¢. SAANT FATAG AR AITHTAE CTAT T G5 AR i

Employas training equips stalf to betier - l'"'-‘:ﬁ" = ﬁ
understand and meet customer neads, ﬂ% A "ﬂ.
leading to a smoocthar, more satisfying q r

oM porianco. A

AN IR O S ARG w1 =, OI=0e J=F 40K AR (SRR OTg w18 0o 2|
W S (0 AfSH FHCRIE ARPRR SN (I FAC 2 W, Ol O[T AZFT AT
WOFN FAR CFLG ST GBI AN A

Y. G FATA HAT HIRTS I(J: el NI | AN 092 o AFA N1 (F, Gel AI2| 0%, TG
TR VEF RONI NI AMCFHA T Gl 20T (910 ©F FIBFIE FAT| AZFNR TR 9ro A, Ol
(R (0 5112 NS N G732 A0 18T G AB© | IR ARIES AHETH =0T (510, G WA
S T@N WFET G928 (T2 T AF WAHS] | WHN 0OEF TN, O JNNF N DS ANLFS
A GIO A

4. TFT CFLH2 YIRS AFA

servsiairsr s L vy CLrmE LS rTeEr Een E.
Frvicraihy, reaprae Lol sax pPoarisrss at all
LesuaesFypsesirvbsa. =

=, ﬁ" "L :

AfSE FACIAT Ty A0 NI (SfF T OIS WAS (NFIIEAT 43¢ (OTHIAT SRR U FAR
T 6 (6 AF |

AZOT8, SATZHAT WA TG (ATF 0T WM FAGN O NTHRA fFNT 98 (FNS AZF =79
OIRA (RIS ST IO [HNT ©F (AT G5 A6 SAREEFT BI6 (OfF FE | BIOI6 WHNNTH AR
Oy a’ll[%\-) g Of=® FICO AROT FACO THY 8T O6@|

WS JF0 CHLG WANTH NAIOTS MTe =T O 6 A=F (0 NS NG od NEITN (OTomarsy -
TS qF2 4N AR Whosse! ATY AT © A6 3411
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RSA 5021 ( Bengali)
Y. ST IR SN CIISTITS FPA: O3, WA ARPIR NGB AT B Gy ST
WP FF | A TR (P Fed, 2N 1 T GIRCHNT NN FT (0TS AR

o (T T FIIFA, O AR GAI A T ALFN ATAGH |
o RIS I, OTF AR RN G APCeT NS R OIS SIS AMF |
o 3T WL ©IF FA (A, WLHARY 43¢ AFSTFTR IR MF (AF GRS W8 o |

Class — 47
ATZF TP THOG FATT G
ATZIEA AT AFT FAT A WO H N F4Ll... 4q6 32 JfI&n
AT PIFGTT WS F wHFzr

Y. df6 IATIZA ZTO ANF: ARG I AZFIR WSO (NFIAT FAF G [FZ ACGE AW
FE AL | FOFICNE B ARKBENR G IS ANRGON (NN Tol i@ BFF, 32
NZFA AT WSFN FAT AITNY VTS ITHE WAHH2 N8 Z(O A FIAT ATTNZ FAT 33
T WO WSS STNHR ATIGIN 20O AICE, O AT 7% W8 IS fAre A= |

2. af® AV 99 AW I O 5T ©f (RS VNP ONE THAE | WO 4, ATIGCNL TN
AHf6 T [N T WAR=0 F199 AN 0 ©F 0o Y =, OI=0 A2/ WS @ (2T®
OB R AGLO AHN I T IP2 BT AICIA W IO A | A6 RIS 950 WiER

A3 TR A= |

©. ft TATAGINT: FLNS FING, Y FAK G Y @Y (G T AZIME G [ @Fd 20O
NIE| 0N (FTNES A2 ANNF FIR B9 AT A, L IT [Grea™ (I (0 O Bl 5T 412
O O (WSR2 JF NG ATAG~TOT |

8. Af® STTTHATCH: AZFT AOTH FAIT® WO N FATH O N AR OIS I3 STNITCT
(O AIF, OT T BTG Y FIAHE FIOFAH (TP T A (0TS |

¢. aft wIrgefRa fits AfFsIfere Fats ma: 0 FENRefd FRTrs S=HT Ao WoF
FH, O O WYRMRCS G AN I3 CRAGT TNy ATHR I8 F(F MT© |

V. g6 96 THIF IO ANG: JHT ST T ARBENT WS WP AR ]S (P AR
ST WS N FAF G VAT (FHUNG© BT (FEATNT S5 @72 HF (O =17 OFTw,
o1 q3¢ SNAF FIZINAT (ATF NANOr [e FA0S AH|

4. 4ft FTMa FFT it AfTEIFE FATO *MF: IZTFRE G TS ARIN FAF T
FNMR OV 07 FT Bo® OIF (BT ([ FIG FATS (S AN, T FONATOIS HBT FACO 2O
A IS WOIF FIG| FAS (O NI | ATIGINL SN A6 JHT0 Ol W~ 20O AN F&§ 0t
WfefAe PG T 2T, O Ao FNE FIWST M ARBITE FICO AN G373 FAGIATHR BIBI
RIS A

AIICEA YOI FIFGTH TS AJ1T 4AG:
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Y. ATZTF WFSTOT A2 YT AT IMg: STIT AP SRYTOT T G B AR 72 [0S
JG STNLF X8TF ABRAT ([, O T AXF GIRINFIE Yo7 Iz I G2 AZF ALARF 46
N =T

2. 3fSA6F FAT 932 (THIET: WA NS AZFAT WAL PR 0 JIF ST FAR TSN
@M, Y& AT RO IS FF 478 AZF (@A AT AN

. TR JIS WIS: MIARIIRFONI AT TSN FAT JH0 (FNNI LS TS FATS AT A8
AR (AF ACIF WA FACS AN, NG AZFR NHHT FACO AN A2 AR 31
R woreT (q|

8. O fI&p W 132 ATF: JF0 2AOIA6F A2F Wowel A2 [FTEFT 432 AT o FE FED
A=A AN WO G oY a0 FACO WS 2083 2|

¢. GHO BAGIA VNI AZF ABTT B OIMF ATHI 2G5S A0 (A FAHE VN[ I
FACS M 72 NSO I FIACS AN

Y. AfSTafieryas Jfqr: Ao Ao, AOTIR GIF @R o g6 BFgoyof
HIAFTHIA ICO AICH, OT BTG I AT P TS ¢ AZPTHR DB FAC® SRI0T A

q. IHIFS AfATEN: FRMIR WO, AXHFT A [V I WSFN F(F, BINSF A=
ST (ATZHFAT (0 2T B OTF) FATS I I WS FfoMe Az fSfS Iomg A4S |

b, ATR(HF AT N OGN FAF AT U6

>. O T WSS TT ACF N FAF T ATTHE WSS FZNT ATIG =, (0NN PR
ST i, BN GAFT T W@ (185, O L6 MG s A |

0. I THFLRIFS: FNTS AT ASFHN FIF T ATZFA SRITITS WS ([T ST FACS
AR, O TBRTONI A6 WG N (SfF FACS A |

Y. BIrgefed difF INe o IIRIRFE o SfSFT HE, R WIS (Sl
4 AF, 01 CERA {72 BRO(P LA FACO AL

YR, WY FIANHS WAFHFR (AF RIS oo Wy FIF T2 wfofie N
(RS I AT BTG T4, (O 2/ BFIN A N (ATF =70 4 NCAearsy IRy fAee
AR

Yo, FACTAl IFSNOB: FAGIAT O TAT® HoTS Sy FAT AT FHT 2T, O O
INSGIHT TN IO AN, OT ORI N5 I8 B8 AN BN O (FeACS N |

Y8, ATSUNFIOIT BURM: AXFA IM AST NOFHN FARF MY THFS O 4I6F W07l
MO T NG WSRTF Yoy Tl 1 FAN, O A6 ACTHIOR GoF (NSAHF SR
(PO AT

Y¢. SATBI FSI: ATSO AT AT 2T FAT FIPTNY TS 1 AIARE 7 A2 47 QY (BT
T FYNS FLNS RSB (S A
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Class — 48

T TS ON© IO
IR TS, AT 93 2P AfATIAT

AZF ST, ASIN 33 AT, TN STFE G WoTd SFGAf q38 JTF FWAIS A
TGS QRN | ARFF ASTNS T AZHFAT JF0 (FANG FIR (ATF B ST FIN ©F (N1 FCF,
HITIIF WA RFCT IR GRS AONRI© FF A2 JNHF AN SRS ATNAF TP 5797 A
AR(FHI AT MG (O ¢ 2 OA6F FARTST ABNIR G J2 ASTNBfET I FAT I Ao
F ToTE BTG |

S IR JOI™M:

NZF ACTHN =T B0 PG AW, AT G798 TNHF OO ST=F ATZHRI NI,
NIRNGHRT ] AOTHT|

AFATOR: AT N ICAR N I WIOT e LR N0l (Nl Bl (A(F 89T I
Jif@ToPe NAFH, SFT ARIAN 472 N7tRy GMGoE Sfvesed Vol WK By bifRw|

NETTAS JIAT: ST TONOF WO, G WIS, [T o7 438 I ARSI AHR
KEIERIECER]

TAHT: ARFMA Y AL, ZASA6F T 910G (OFT|

FHT: A519T, TNV 3¢ FAAFES AT G (ST |

CATRAT: AT STHeT [0 FAK G5 I3@91oF© (AT, 51T (ATATN, G A6
AFFS: AFT 32 TorF- (HEF, IHT0 2fSAGH 72 IR A1 (A7 T0H |

AOI: TNAF AF NGRS 5757 F A2 IS GNAlG A2 AR GBI PP OIS
Pl

R. ISP (AQT:

ATIRP (AT 9e1l© AIRPMS ﬂ@@ [N o® B GNT DTS A ]2 HNF Bo¥ FLal ANS STRIo
IR ARO[ (TR |

WA TATAN: FIOFT AR CIAIF VL IR AT THNetol, STRIAFS!, STHAT TN A8 OA6F
ICICN

ST AT: AR(FF AT IV G2 WTF] (O G GRS I AZF (AT AW WoT S BF g |
T OISTHTP ST ST I3 TN ST |

T ARPK TBT PN L OIS OITHITH BIFRAT [ BT

CATZAT: WATHIN G (RS, WoTOr9 ST 41, A&7 A2ITT AU Hd1|

AFFS: AANFONT AFSTEHIN, ATFT AL AS ST (M8
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OIT: TS AP B[S HOITO P 32 ATNAF AZP WOEONF HolTo IO AL

9. IEH TS

SRF ST 0o QIR AR AL OH NAFHT 9372 IAs Wfosewq BHe fofg Fa 950
I ka ICERRUIRREENEETT

TYSTST STG (ST A 7Y A VoW FAF BT [OfS FA (O ESA6F =T T
STR(HA WO 43¢ TN I FA|

TAFT: ARFMA Y AL, ZASAEF T 910G (OFT|

THT: W57, TNV 3¢ FRAFE I3 I T

CAIRAT: IS NOFS (OISO, TST (AT, AR SweTs Ao Fh1K Gy Sy A6 |
AFTS: AET 72 T rF- (HEF, JHT0 2GAGH 72 ZI ALOTSY (SfIF T |

ACIT: ST AZF WG 57N FH I3 JIG LN A2 AT GNP Yo F HAo1fTe FH|
AT TS 433 A2 ATACIIF Wy e

ARF STF A2 AZF AT TOT2 ARFHA BIRAT G2 ST AR BHNF (O (M| ATRFHA
Jf0 IS SN 2fSA6F Wosael [N*o® FACO O SFF G NHT A~ FF, O TS, TYores
G328 AN IS STFENT BANT AR (FATS NI | BAIT, AZF STF G373 AZF ARCIAN
ToN2 MNAF AZF WOSeery WM AL | JF06 MG MY ARFd NAFTR (ko M
(NIRPICIET R, G2 T TN JFHY FIG B B0 (NT G SATO9T 1= Ol (o FA|

TG = TG (O
ATXTHA BIFRAT ] T (JTRAT: SIFV, ARSI T2 8% 472 RTAIR &I |
AVBITTS AN FREAT: It IR FAT (0TS I (F TAE FoR A
HIARIRF I AT AT FAT I WO HN FAT: GASFIF AKIAN G oW 2 F1|
JfFTroFo WoTeel (Off F4T: AR(FF Afe5TO BIRRAR AL A (ofF F41
AfSHT ARTTOT HAN: TS TS SAHG T AR O Wy FAT A TN FT|
OYG (TIMTIAISSF BYHMRS FAT: ARSI G 932 R SR Gy BICHe Cofs 7|
AXFTAF AT NITTT I3 TGS SIGAT FAT: YT 97 Wyorey (ofF FAT
AFSRPIS a3 AFSHPIOTE TN FAT: ool (<2 NS IGTT 147

Class — 49

ATF A ON© FATO
YT IS AITFHA FTa WH1E G7 TSI CRM I3 FA
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3 CLISTOMER BFLATEDNaHE | _ '
=1k BARMSUEEENT | ;
e _I 1 e

f-@q k"
| i-_@ E'h

YEAT FATmora g9 m: AfFISTT 93 g

B FATCH ToA: T2 A GNIATOIT SHZHS Z(T BUIE, 2029 ST (W6 YT [T 28.5%
el 3N RPT| 92 AT YOl [RTPOIHATE JBT6 TGN NG© JZT Ao ALY B, O
MNARE I3 A2 WoROIBATH NIH JFw® S|

HNOIMTO ARFP: O I3 JFNMEF [RIHT WCHIT ANY A Coro, WG ARHFAT R (HrIS
QN WM o TS TreFe Wfvwsel, AfSTOfTeryas Yo N 933 IETFR =T A
S HE|

WS ARTION: TGT NS W (FNS [R*5Ter ((2 | AW, I 472 IS 1OF© WHIIR
WOl RTTSER o fOfS TR A2 IS ARFION FAF TSR [

YBAT CRM-IF T IS To1SHa W04y 00w

). IRSF WETWW: IS EECICE AR AR GINARYI AR ATRCFF O FIAAGI], ATHY AR
5[2‘51@\9 PAI

2. fAeoro a3z 57 ALY O FA1 (IR TH fOfe IR IRIPRT (DT FP 433 (13
SOTR fRIATN SCIAN, ACIRN I DS (AN (SfF F |

. FE-BINA T GFOT: WA, 2N-COIF AN (VKT TS = A6 JH0 IR A2
QfSaol AU FE |

8. A& 93z AfAtTar WMo RFy AFNSAF PRIy FF4, AT ARIA APiq=
ARG PP 43 PN TS ToFo FPv|

¢. SISO CATATN FIIHTRT: ARIBIUF SISO FIHO I G 78 YAFS AIAND T ARG
FAE G W5105 (AT fTGIE g3 ARG~ FF |

Y. fICFT 933 AfSTIRN: A=FT AHIT TNF TARN WABH8 AG FF, [IAT ABRNF

FAHAO! GITF FP 438 CRM GIHITR FIOFIFOT AN T |

ATZSF WYSTST TG COTAT: B0 OTAT, STET N
YHAT CRM AIBIATHN: STHCTI G ARG N Segiiersy

WA CRM 55T 492 ST S TMsTRIfT® FBN: AN CRM BTN NEIT S~ Bt
WG FAO TN O BN ™ FFN| A2 TS NN JANAF IS (AT Y
TN T |
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AZTF (GBI H2 X I3 ATHT T T FFN (0 WoANI AZF (GO SAOF, T 93 WH-
B-CGG | GIF(RE A8 571 M FACO (GOT NN GUAITCsT RINTHS) S|

WIHNNE FHAE AFREET AN: CRM TR ST IS TIRCHT Gl AN [, [N e
N2FH AT T Gy AT AFHY AN FPw |

CRM (& TTT FATSBTNR ANY RGO FHN: WK ARIFNE JPGO HBOH Gy AN
POS, NTHH BT A8 NI AT BrE AIANNE PICHIN Y WHNNF CRM (F RIS
FFA|

ABI-f3Y ATFHTAT S15: YHAT CRM FILFHF

Sephora: Sephora OIF G ATZHFTHA TS (FAFIOR NGO & NGFS FAK TGN JHT0 OG-
S8 CRM TR (| TPUIF 2MORM 8 AR QTR B, Sephora AT NN AR (T,
TRIIBLO A AT AL NNY ATHIE AN B, OTF T ATRPCRL WLHARY ] I I AT

Nike: Nike ©IF ZRIGT S=WICIT MY SO FHNT G JBG CRM AEHN XL IA|
IS NSFS (OIMOTY, TFTHOT THIF A7 WYTST (ATATN NI, Nike OTF ATZHHI ST A8
O ST TG (SN, YRS I I8 IS WGLONF AT B HRS FA|

Starbucks: Starbucks O FF (ANTHT G JF0 ASTS S ToFe Nivee! (O FICO BESID
HGA CRM FSITSH N R1-1 BIfer® O (N2 I IR A | AZHA WG FACS ¢ M (ATFH
O AR FACS, ATHR G PACO ¢ JHCHON P TS FACS A, O AP 515
NG (OIAT] (FTT Starbucks-AF ATRCET AIATN 1T AT

4316 (GOI-bIfere FHFS fTFrT T~ S8 [ Yo (G-biee Ffas a27e Be3iiRe
PEN | AITO STNF HACO, ACHNT FAHNO! AfTA FACO G WAV CRM (FNEAG P03
FA0e NI arzF (Ot [ty I

AZF WOl FFTOF© FHN: FGFTOF© AT, HIF A2 (OIS AIRAR FACO AP
(OG0T I F |

TS (1A TEFFOIF BN WIS fii: ToF R AR oM 978 WPIFESsE T 938
PIHPIOII STV FAL TS AN =P AKCIAT Teld AREFY o |

WA FATHA AT FPN 72 [IS FPN: WAV CRM AEBF AOR[ AN FAK GHAY
fTery, xS TBfE 93 417 AYUF Wl ¥FFH (NRHSH FN9re ADTHI FE|

TR (FHEAG AN FBN A9 WOTTMOTO FPN: 94 (G5, AITOI I3 A=
ARSI OHNF fOf8 FE N CRM N [o(F AforOiore AR G ABO A |

Class — 50

AZF T GRS FAF GINY
YHAT Pty arzd Wfeeer (CX) TR FA1d TATH
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Y541 fATF O CFLg TS WMol 932 A12F AFITIINT T4y 212dFT I

AITF CAAT: ATZF OIATT dB(0 G5B =P (FH F(E WRMS® T 07 AIZF AT SIS LT
©F T | ST ST Gy ATRBPCAL AL (OISO ST RO @ 2| el G373 TN
SIS SR 7B N3 (K, O N0 A G- TNT 72 A2F TS0 (VT AS9S |

A= WFoTIOr: AfSH AN WRfFo FAR T TS A=ZF NAFAE ASGTF FA| fSA6H
R (OfF FAR G IF6 ATNAF 432 AP “@fo =Y F(A| JIIMGI AN I AN IS
WO J2 NNF STOTIR SN 7fR 77 S| TSI 438 ST AN FAF T NPS, CSAT
438 CES 3 (NfRH B FH|

Y541 Pty a1z Wfoteer ¥x© Fa1d oo

AZFH-AFHT (PN GG FBN: WHNNF (MHFN {72 NFH FR/IO I N NP O]
WA 28 Bfow, O AZHFRE OITHE OTATNY RS2 A TGS S| AZHAT SBT3 3%
JF0 e, T ARFHS TR JFAF (MY (W I3 T BT OI8TR T3S (Fa= ST ™
FYNS FIT TSI N SR 2F, AN o, SN0 ® oy g SENITGT Nrol [ywesf
RGN P OO OIHE Wivsawl Jia |

ATFRA T, WS fRTHTT TNEAT FHN: NN FNHT OB WGILAT 48 TSN AT
AT AFEFT M | OITHE oS W26 (07O B HNRS Fp, OITO SRBA YeNM A7 2T (14
FEN| VTSI S TF (SfR008 SFgf SN A FAo M| foros vy Ay
BATHE FACS SLATNTS ARFA STNIG A G STob AP A7 WS PO ORI SRI0T FE |

(FNIFIONS CYANHTS FATFT FPN: FUNS FYNS (POl FIS N WS (W06 S N
CHIRBICN ST | RTINS 38 BATOI AT (i T | 2PNEATTS AT, NN TS e
SRATATE IS GIEIN TN OB FEN | N 273 I VYN WO Noeae] AR FUAT f[EIG
FF O7 (AP0 N OSBOINH OO B | BTN (FAHPI0T N OSBOINF NATNATTF 200 T |

A
e -.-:"::’ _::;51! i3
i F o i Ol
WA o w
Craaipgrs TreHl LFvsasts Ir=am=frarem
exuazsbaarrvar - Frisericlly IR L TTE e T rhrapsprineg it
mlerrias 1l Cbmloa T - Lhusarmpy
A, o .
i HE it
| —
S s ==
TR =r Y Effemaotiwes sirmplify

crfflimes mrcd cemilires cormrmeera e sl e, hec kot
O iH rEczes rucet MEEMETH FrrficisamssaEs=
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WHAIRN 72 SN2 N[O GOId SIAATNT IO AYR: WO FE (0 WHNLT 2N

TARS GO Wfowerd S W@W"fﬂ TS, AN ©AT G =P AR el (FLq

SIBIRIESICAER IR RUER RIEOIO) (o Y SIS | 197, @6 32 Ff6 Yo (I FAF T AN

iwﬁcﬁmﬁ—mﬂ— NITHY TN | F6 ATOTS 28T IR RGO TLTIN FHA 438 JF0
OTe] W2 ¥ SO AN FH el FIATRfeT ST FP |

WWW CTSITTITSY: ATXHFIUS ORI AR BICNS, (0N 20N 7 (NIRRT SN WLITN
BTN, NO TN g ATABTE OT S=AH WIS YN | WSS I WA D7 9T AT ©Iene
AT AN T AfSTT GeIw, O1 =T RS RIS 0@ R | AZFHE AZH A8 ABTINT TN
FO0! [TRIFICA™ PG| FI O I, OIFAT (OO BT FIG| B |

(GFHGE AfFHASHT T FBV: (CFAOE AFICE 090! T8I SITG FFN| WA TN
PINCT A, JFIEF (AT [P WHIF FP A2 (IR POS 1 S IBIIT WILFCN JCNeAT-
& [ Wfoseer o~ FEN| N2 (CFUMB6 WGSWOIF W6 N3G FAC, A FHT0 T2G
FHAN, WO (FFOMG6 [RFTBT TFF FHN I32 R G2 (ATTB T=HNE ATIGNIT B AW
FEN| NN PN NGNS (OISO FE, NAARNIIA ARPAT SHNZE AR P,
fAGFIOIT S ASTLATS FTESF AIETN FF 32 AT T Trae IF6 2fSA6F 41797 tofF
FACS AEAN|

WA R SAAT = E ST GAR: [A6© e+ (0 AT A= O T FEN - SN ([N
3¢ (TS NS SN SRTON WING WCR | AN 0t SN2 [T SR, Oz [No© FH
(0 SN (NHNNTOT NSO =1 | 0t (FINE AZF YT FEN (0 1T (FING GV (Fw fAre
N BB AT NRER FEA (0 A0 (FI RNV G0 (0197, O1=0 Gl ([QIRIFRE o™ A8
CRICHT PILV RO AT

XTI TAE ANTCH TN FBN: ANV AZHRE NI ST GG ¢ SR AT 75
B(E OO JHAA (GFNOE (AN, F-(GFNO0 TP, A AT OINB-fOfGF (FAFIOER
QoSO WOl VT AN TNLNSE IS TP~ PN VoY, A7 6N, azs
ST WO GI8 WYAQT 1 IIBINNL N ORI WOLH AHFCS ([N M|

QYN 432 WA AN ST Y51 [Riaol REONE, SANE AIRPAR BIRAT (@RI G328 A=K B0
Tor® WFF q32 A6 FAR Gy, WANF AGFTONI OH ATSTE TINCS Q| WA T=0G2R
WNAIRN GIIANRfATF AHI S TS I, WHARCTT G (R0 BRI VST ATNUAT AR
FE, N AN (AN TS G FA G 7T IR [ QM FE AZFHF TOIN© %
FAO AN | G2 JAFT VST (T AZFE GG TNS FACO STRTST B I, IFL B0
T[ETFN (FNFIOR Wfosae! AR AS WA AfSHEGS *fy F|

" .'I'\-
% 5 sty
< _:E[] i cfe
= E?E'l ';'-n-'!"
Commurrcate Respect Listen
your policies customers’ and
clearly tire adapt

Page 210 of 230



RSA 5021 ( Bengali)

Class = 51
ATZSF (AT TR AL TIHT a2 AL F4T
=S (A AT Y fagwasfa

APAOF NIV WNHANF, Ab% A=RP L[N ATFIA Nweswrd FIACY (TN ATTON AR
AT ZRFS T FCS L IR

ARFT ATS: A2(FT WAG =1 [y 1 ARIIF S NIFE AT Ar=2F9 B2+
(OTPICNT GRS, fRT A B | A FIEY 20O AL [FON Y, 01 WY IOICR T, ATNF (I,
TGS YT, NN AANF (FANT ALY {0 Afoeaor|

NG =TT AN AR SIFRAF Y COroMarsy SR TSN SATT | ISf& =67 X Sjearsy o
(RTINS G5 (0 AN O FAT WNIR A< Ol BLRNsfe [[RIqe=1 S0 |

T AI2F AR JH0 SIS LR o1 O AR ASF NOR (07 FITS A | G
ARSI OTEAF FRITE IINBAE WNR FASFF ARF AR ATAGAITO! FIPIF FACO S|

(FHOTA WA FATS ATATA ATHLEATF T Y8% |
¥ fagnsfa

o TFT WSV V[T ARFME B9 (ATF THg® 2F; (TRl STLHT G *TSOI (471,
(QIRTATT G YeT-fofa<e AfefF ATAGH |

o & KR, Pane [Rerm A1 ARSI IIRMIX NCOT SR ARG Jor o<, Srars
SRNDPIATHT GIG® BT I3 TN~ SIS BT 11 NI PO SIT (0TS A

o JIOFT WAG ATTOTN Gy ST=NF (ol T, (AN 2 fGrsarsyy F1 g ™ol WS
=IO

o NS WITATGA], WP el 42 ATNEN (FHASET W AB/IS WATG ATOIAN ool TFw
P

o STTHIAIT 1 Ol B (NS ¢ AV ARIMI S OIFHF O (OTMOrsy 1 gl e
A 432 [FT AfFE AT Y Y|

NS (AT A ANLNG 7Ol (N SHFAN

ANRF (RN TN TN TF0] NoJ8 SFG| IRV QST TOPNOF A OF Tgga
STTOTTST ARTS DA 0N AN FIHFAOINT A=F TN 5F® AN g3 STLN BE, ©LN
WA (AU (0 AT OITHE B8 2T SIfers ogene |
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G2 oI SEy (off BE, ARHT WYY TF® B(I I3 fOA6F FARMOE AR s
AfFGIT® F(H | AEFT, QB AN 7T THOIF AN BIAE (NHFICIAT FACO, BT FAMS ]38
A FITOE STBE OFS FA(O AT FJ|

(TN AGIAT (FHOTAT WG AT FTAN?
Y. PTars =9 AfFTE G0 FreIR[E WA B[ ASRT (FORT WHG STy Fa- |

2. WAST FRISE [N IFT =W, 0 W IJCNR AN/ARIA T=F AFS Br79Y, TGO
FINRZS], W 6T ABR T=H N5l |

0. WINSI ST TSI (GO AP0 OA6H TS M Ao Fhre J=07 FA|
8. g2 AfF6 [Py ATFITE AT NTT O18T 517G R (I |
fIorsl *rewa fits 8T - wIrgfrgrst wwrfga JfFer (HfFTTar SsHr® ST “AfFore ...

Wrofg/AfATIAT AT WGPt 432 WwHFord AN ATICTANT FA19 T (FI [THT IH
FAE RIS S AT FIUT ATSTT 0|

S. WIFET @ frgrsTtrsrer tofd Fta: WIfeTa Sy WS (NFI T AZF AGd AfS
AN TFOT 3¢ AFSRES S BT, g @ [PYsiorsnel (off | Z0rs, WSS oo
ARG AT G AIO® GF0 (FANN IS TES I LIS BATSIN FACS A, WES ([
ST=F 3L SCOTS SR A

2. AqTTF T F BRO FIA: IR WAS A THAN AZIHI STHETH ATt 0@ A1, A6
(RIT (0 AT O SRS JeTy (M ]2 ST YOG (] P G5 (Mo | OI-T 3
B0 @FENNT AfS WYore AP AR ([T 0T OITHE STt FIHFTONI SN P, 019
B 419 UK 2F OF© 2|

©. fTFT I Tt TASSA TFaend FMH Totd [RFT I (TS T FRYT AIZFAT S0
T D WRe RS (@14 FEN| GRS, 0N NHANE T AT Ay e
ANIBTETNT T G SGor® M, TUN A6 ST VAR 43¢ (2N I TS - O 5& ATl 8
Ry 3 I |

ADVANTAGES OF OBJECTION HANDLING

01 0203 04

Salas le ;
+5AT r"ip:rgf?a'p: Consumers Retantion Profits
b aitaiat 3% more likely to +5% with effective increase by
with afactive i ko S pr
.']l]ip"| cwy hancd i'% I.'IIJ:.' ater I'qu'll' vE CLSTOMar SR, ST WL
C ihSoeth Stomer senvice improved service,
{HubSgpat! CUSIIMET SErIGE p

; -'\-\._ : ok
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8. ATTF MBI I AZTFER WSO TN FAT (FENNSHF ©Tvg 0T Tl A FICS
38 AT A2F B8 I FACO TR0 FACS AN TBT AZHFAT ATTHR T IHIHT 33
NI FIR BISG ST FAF TR ([N A, O FA (ARG [RwT 32 &g I 2|

¢. SITF AFATIA GO FAT: AZTHII WGTOTS AL ST TN STRTO] FAR SN SATTS
O (@A T (@FEANRSEAE OIid A2F ARTIA TFS FACO AR FACS I | AN A=
AT (FH G TP [T INBACE DM TR WS IO AT oA
S ST A A3 A2 BT I(F B

Y. JTRTHA BIFRA (@R 04 (@FAASE RFE S @i (o, 93 4aft otig azsia
J ATAMG 3¢ PO OIHF RS PO S JR0T FAT 07T ©f WS BTN JATS J2I0T FATS
AIH | I OH AIRFRT WS CIAWIF JATO A, Ol WS A7 H Nysfed [y
A0 432 T ATRBIF PR NS TG IIGTIONS FACS A |

Class — 52
X AT IS OUZ TS N THT 972 ST F4T
TG AFTETANT =0 Y 933 o1 IrBI©r

RN CFLg G (NHFCIAT AR AR Y FIRT WO AMF | JH10 ABfer N =4 (0 =g
S (NSABF 433 O WRATT ¥SN FT Oow| IV, WARG =RF39 I {4 (o7 T
YIRS STCOT9T 20O NI | R0 (N 2 (0 AfSO WS T T 576 5, Oeat ST IR
FIOFT ARG (NFMIAT TN IF0 BAIF V7o, T ®F90 432 SRR T JIRA QR
ATGH |

G HIAN S: WAFG T (AfSA6F 932 OISHTFeNT 487 F41 8fo ol

MBI WG AFIY 973 WMFT (A T Yol SOTS IS AN | A8 (41T (0 S5 IS
Giow 32 OItid N8 ©rgsl IR OF ST FT ATIG | ARSI (ofF T W AT
O ] TS T FIRY ([ 0TS BFg Y |

T 413N 2: AFSTO Wrofga 9F® Tzl Sed IF|

ABIST: FIOFT WA (NFMIAR G JF6 SANIF A0 ATICH | AT S8 IS TF W 433
AOTLINTAF (FINICS AT | RIS, NUE SRR FA A@TONR MR, = 2 fGreasi I
3% O TERT B T AREBS CFII IR AN B0 ST AANT B2 NN
e

N1y ©: TGN ST fATHor AT WAFG ST (ATF2R WYNH FACO ATAN 433 Fforary
FATO ATAN|

VIS 08 SET HF (WFIAT TZTH 2O AN, S AfSO SRR O (T WS |
SBIRT (FFOIHA [[ITON BIFRAT 43¢ BB AF 3¢ [RFT AT 5T (g AAE Freridonz
oI =1 STy afSTT O18TR (58 FAF ARIACS #S*at WS (MFIAR wowo! [
BHN (G (M ST S|
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Ny 8: %7 =91 Jf@ "o F4r1 132 S (Grawra Fan)

ABIOT: WAG (NHI Z WrFT (OfF A A3 NTHNFFONT SHNFIQ TN T8 (I 74T,
TSI (Ol N | TSI A& FIZo% (@RI &AF NAary e, TReiod SN Ot Granafe
U FE 72 OIH BIFRAT I FE AN JHF6 TN & ([ FFA |

G 41N ¢: 4TI WG AT FAT X0, S0 FII© [T T1|

VIO BATHNG G =T JFGH TEIRT RINCHNFINL B2 FF FA (<2 TRTSNA Fi&T0 Sl
FAE GBI SO AT A@feq WL, WABSECE SToEE *fSa I 973 2N
TN Af© WIF] (Ofd FAIF SLONS FANTSGO FT (0TS A

Orhjection Handling Tips You Meed to Know

° Tale all obhjocthons sorfously mewer dismiss tham ‘
B el el cakajes ticer s caen Uhve Lalabe (ard paricaritize Ehvesrnm)

e Clamaity ohjacticnidm andd mate s thsdn 1o tha right Spgpaeroacy

u Ak opon-chded guestions
a Targcet acocounts that uso Yyour Comipectior

. =

Frepare the buyer to telk to the competition

Firscl calbajeciimes Srcl-paarty ool ans ool peaint= (Bl oo™ cavresrcfor if)

m Always take the aabkes high-roac

Build an objoccticorn hancling battliccard for your top compotitor

] WS TSI 0O T W | IV WA TROG2 WG FAT (0TS AE OF W ASHF 06T W =
- Ry 3 oft SR Gft =St 5% 5% I O AN | [FE WASIE BFY AZFIE N ([T
JH0 WFOT G| WA (FORF ST TNUMAT G (T ACRN| (TN (RN =0T,
(SO AT FACS I (0 WAV TN O STHT TS (AR | Off SN (FIS =4S
ST AT BRI - AN AR T 092 WY N FEN N (N - WA 5 S0 7=
FAR TN ATAMGAT S ¢ FTOTS (SfF FATS AN T

‘ ‘ | want to get these objections
o the table and have tharm rank
their pricrities: Which are super
important and foundational, and
which aren't?

(@Ol I AN ARSTONTE R F1 8 WIF STefHTey wsves | F7 o7 N7 [F@ 7 573 @
VS oI JH6 TeFAY| 433 fFg STISIF O | G2 FIRCIR G2 MRS (HRKET FAK TNy
AN fS o7 A1 AT WA YT FE BF FF 432 A6 76 IMH6I JHFHre AL

ST 1 oY NN 44N, WA 423 WATSSE (NFIR FAE TN (FIN A 00 BIR P O6© ©f
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IS (VT G5 I IR WRA | (TN RIS SN TR (NPT 51 6w ©f Ty

(T TP, (HINT AN IV FP 2057 |

Using open-ended guestions to handle common objections

Closed Questions Open-cnded Questions
':.-J..
g wour product tosm i “How s your product toam
leveraging coimpatitivie levaTaging campetitive
Ity anea™ irtedbcppneas
o
W waur team: want “WWhat Is imporiant Yau?
ey sehs ltarmatian in IrdesrsrintaEsn far paur faarm
a flaskbnard 7 163 G i A clas hbarnd ™
3 o
iAo el be e e e - o “Wybeg mre po hoakeng o x
In =watching to Kiue? switch 1o Elue?

‘ ‘ You need to prepare
thHhhe buver fTo Taolk To
VvOour compelition.

We cant be ignorant
anrnd thimnk the buyver
is just talking to wus.

‘ ‘ T e poper=arr vierfre
Fe=erde-Fre= Tfre=rry Froowve oo
FXFedbce FFres cfercsi=fcary i=
ffre prer=ory oot
tlhrey"re rrrost kel
v oy Frorra

SIS fRTAE, RTTTSE G338 TSI B (ATF A1 FRGITON GO ATHF ©T AT AWK TN
| WMOAT, WAV WRI STHNLN 2T ATHH RAW 2 2 (I FAT1 6fow | Fg =¥ ofit
ST BT WH N BIAN O WAV (OIS (B1Y QLN =0T O3 | RO F0d 04N oqrasfe
2ONEIR JARPO I3 IO 2G| MO, WHNMF NGB ST MY J2 LR
JRATNS AWV ATTC RS AFHNLF SO AL

0¥ AfSIofer S =X, ©YN Rrose fFRor Srefere il Frofid| T, SemE aAfstaraiar
NG (NI ST N0 91071 T (572 A o7 fOfS I g PG 891 TomIGe
RO AF| [T ATETON (RATIN NT| ATICS, SN AT A AR B2 Ne~mearst |

Class — 53
AT (T BTRN AL TIHT 472 TNLNT GHNY
WG (MBI wFor: A6 WFIH ALY '\ (F " AfTTS Fo 1
"N 97 R " (@ 1 @ran
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RPY I STNY WAF FHNRANT NARITSRINDG ToNIE AT 27| A6 FIiFaend s
CATRIC]AT P d<]R 35”@(51. Gm AN AP @Cﬂ'{I'CEIT'ﬂS\‘)lN Gﬁ\‘) PO AT Dﬁ\‘%
WA SSE ATTHR P-BFF BrR9 RN AP =T (O

o NIITONT ©F
o JMCGHGT SN[FTS!
R GIEAVICICAC BRI |

Y. AFAIOHT OF: WP B2B VR Gy AfTToN wifodd 20w A1 A6 ARoe Soraffs
[RO H(F AL WV*ETORF G (M | FICIOA OF (TS NIV (0 WANF AT M ARITIN O N9
AT A1 AGFST STV 4197 AT30T TS 140 FAR, 01K T ARSRANET 3 (I

HIIST O AR NAFYT I RN TR GG (F TUge | VT FrelRFONR
ZfoMeaer qas sRIrgarrer e TF TG o, AFISET INY WA (0 fSIeH
FATHA ¢ STRITOT AR FAEN OIF BN (O T a2 ©rgossfet Fe dEA |

2. ACGLBA NGO [TFIT CFg WAF [REIGN A2 WHNST SR 0T RO | FIT6AT
NN ABRCE YI VIR 06T N O AT WA AT HANGHF (F TR A FAK
RIYCT O} T AF|

IO WA ATHR T 432 RETIR BoF [{ROA (RON) STNF B7oNF AfoTere FA|
FICTHA SRS B (0 SANE TN IrIF 0TS (HSTF TN NS SR &M FIR | SToATe,
AN A 1 AR ALY Y7 G2 TSIRT IS AT QA 4T WHNCF 92 ({9 (Nrwret
FACO |

O, W g© YT WWIK: O FITO AN AL AT 57501 A SRS (TS N A, OTr=(eA
R (NS T FAE AN IV G2 WAG ATTNR (AT (R 0N AN PIORTOIC (Oromeonsy
0o Y N (0 NG N T AT Ireld Ok [N ST st |

T SIH ST ST SO0 WD | WFGS YT WOR WAL THF 43¢ FIOACHI AFS
BIRMIR N0y RTRAe! MU FF| Wo], ST BIAGBEAR eIt G M q38 (R (0 SHN1F
ST PO TR O TN F|

8. frgITsIg ST (OTHFIAT IS ST (e [T (s | FIOT6a1 0t o1
fRysTeorsrer, fRoaeoerer 91 Sl AT STz 0, O o[l Afospfods 3o B FAE|
RTIT ST PR (@ ANK:

o TOIOF (NSAGFH Aozl
o AN A ST=ATE ATHZAIT@
o AN FGO[ ST[H A5 T

WOI], HHNANF ATNGP AN AR B A (©fF F0O 2Q, (OVN A#ATHNG T (FH SOING |
WA ST BT G2 AFS ARG NN FHNF [ FACS AN
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¢. FFAI® A2 2AFINre: [y FAH6 MASANOR ALY AR F(F IR ORI G NZH FACO 1
S wie [Tegesfet T 90 o |

ST AR HTIS AT TR I ST WSS B FIACY TG | TSR, =N NI 2w
FE, IO [RETSE TN FE G2 (OTHCAT AL AR I WN*ETOR TN I
ATFTIT TG FEN| 92 BMAG B (NFIA FAR G, WAGSE ATETN T TNy SN
GF6 ASF FIHCAT ATITGN | | NI A6 RSIToe SEss F[|

sfefama Rig wrer g

41 5: FIFFS 932 WO FHA... MZTIFHT 10% IV S fBfFS IR AfS THNAfFa Tord NS FA|
WO, WA ARFF SRR A GHTONI TN FAT (FIT B0 CNGV AT A5o57d (NS
QM g1 Gt 96 FETS “MERH O WHNE [Ty A FTE SFAOHTeE Aeke FAo
AN

AN TSI ARF ST A FATS FFE FE WA Ao I8 QLTS (AN | O,
A% SR NN SN G TN WM 433 TN (OfF PACO AT

"JMGLOR ANRGOT T=NF AN SrRNST N T Ao AR | [No© F41 (0 (FHS
fRINTS ST AL o567 J7¢ TR AL AT |

419 *: YFILTA GHNF ARATT RN FBA.... NN Y[/ (0 WANF AN A N ST2gfo
VIR ATZHTHI TN OTAT NS Z(S AT | STOFNE, NI ARCH N T WA ABIRFS N 1 AICIIF
SIRUTE BHNT PANBAN FNAT NN B SN I G2 Yoy AW NS B,
WA TEIRT ATZFMR S FNAF ST 018w G50 F1RY M Fa |

LT 9: TNTHN ONFINN FHA... J[[ABT Qe G919 ANE WANT V@ho (¥ FIEIAN NI AN
HATS! AT T WA G FIOT I TNy SHIT ST S FT | TSR ARFAF Bransia
PIOFIOI ST A TS WHANCF NIOP PG OGS (FoT FREE TAZIN P90 2| |

g1 8; fAPveaT [APFve T a3 AfTT TIN... TRICNT, WK [EGT FET *TT WS,
IANEF WI*N2 T [[RATS TR AN FACO 2R 72 AT ARCH ST = TONI AV
FACO A

Class — 54
ATZH CTATF BT AL TIHT 472 TNLN FAT
QTSR I 32 T IEa Ty oY 932 TS “AfFeE=ng foors
ﬂﬁ,‘r.l.llr:'! y | )
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Y. AT STUAI: "4fB Y I 1"

AN BT R WS 0961 TRG (IR $O6! ARG VN | HI*NZE, NNHT WOl 2O ANG | O [
A6 90 OIftRere Z(@ 2N, WA TVRT (Fol TACS! GRTS AN (0 AN AN Y3 00T
OICAT W OT YRCHF WIOTOT 2 FA|

e

L=
T
X

ATL:
o STTG Y (AR (NS AFITS, WHNF TN YT AN T T 28T (5T TP |

o MY 3¢ TS NIKT A6 SLTONS (SR FB; W AN T3 [N T3 SN Iz
S JfeesTo7e 209 RS |

o TN BT FICTOIT ORI AN 8 I FEA (0 AN A I 0 WU ST
TN ARMROT PR |

2. fTET rzfon 3: “8y TN ©Uy Ardre...”

@Y TMAH (OINF OAT AT WA “SIIIICO X ATICH NP el BT A VO NS 6 ST
LT BT (OTO AT, BT QPO AP (HIT® I AR ©OIF BN [Nog I

HANYH: ©F AHA 32 &6 Mw-

o "IN BB 2N FATS (NI YN 2], ©CF OIF W, W AT (R (0 ST JLN2 NN
TSN FIATP I & NI AT FAR TNy BT (NNG TN (V31"

"=}, SR, O O WIS, W fF WHANTF G242 A N fGSa™ FIr® WHNG F OO
N AN AT OO FACO DO WANTE SRI0T FACS AN ©F JATS AR |

9. "IN BTG QYN COTNIF ATCY FAT FAF AN (F2 1" WY " QYN AN STt A"

08 92 WS (FIeT 952 W 2067, A6 TEIS 9 - WG FAES PR WoA [Fg FIK AT
(V2| O SN o5 4R (@ TS A, OIR(A 7 (FINS W0 ST (KR, ©[F WB© HHNS
Regufe (@ =29

ST AT, A6 WS STNHL WOl [FN O (G (9 FAF (5 S, Wb A6 ¥ 5% | AN
IR R WS A G 7921 39, NAFTT G390 % 0@ 2 i 724, ey (orsrg Sy
YT IATH GiNY AN IR AN (N2]"

W - A GT WIS JIE TP
R - "W TN JATS ARG | NS 7\, G372 A6 QR GF(6 NG ST "
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Offt ST TSR A1 = A - "SI, SN F G942 AT (are =nfaee

Of OTIRT NI JCAN - "N WNE PSR (AR - gy f[GTF OB (FAN (7"

oft TSAf6 g4 N1 3T, O Bt ToIZ ©F Y0 (I T GNT TANTS WS STOITON SPTHN
FA09 2] | O AN GLNS FAST TN LTG (TS 7012 FI AP, OIR(A [IIGAT FPA (0
TFIEI AFONTF JHD ATAGH AFCS AF, fFF (572 IR - O 4 (@ N7 WA ST
AYT AANG PN AT B AT (ATH 7 (IR | O ©12 T, O1=0A HHANCP (312 I5ferd a2
HOTIT Ol AN FACO Z(Q, FRY AN (001 g Fg N9 FE0ZN O 949 OHA
SOTOE TN SFFAS I NN FAZ

@ - "IN AO52 (O ST VL FACO 512 | SN O« NNCE NHT 27 ST=H(F (TN 0o
A1 0t SN SAZL 28, TN (STNTF SIS ©YT AT, 4 0 BN N1 AT, OI=e =Nl J6IH
CTATNE (04 (A] 1"

RA® TN - "I, OI2 fo NNET @ STUY MR/N N1 G051 (FHAN (NNHR?"
8. 9Y°TT QANT: “ 21T X ABT1”

ATTHZ, JFCH THIEG WAV AFSTOINIT SIHY FE WHNH I§ FAF (63 FAR| A6 a5
AT, BT JFG ASTOINE S I STTOTHFIAL QAN HNCE BUARFS JrOrarsfa iy 9
FAF A3 TG LN COfF FAIF ST (TF | THIIE 2ASNCLT2 G (0 OISR I ATAGH (0TS I
ARSTOTFTOIR ST FAT IACR/NIFN FACR), O NN TNTS 61 |

STNTHIN:

Using a competitor - how to responcd

-3
- - ul | e
= o T . L
I - L ; B .
..'_--\._ | ; bk . I ... *—w

Cwtirem am sremiiu ki IF ponwibls; @mpheaice hoes Mooum orvites posdives ot
prrnERE thas draves ool g ot pemdi Fire inicths ponir Eclutlen, rink the
arnennhe relar ke Toe cierent mtank { imtegrarinne, nEasTeee O o

el (n] ira ki, & | T T

&. AT TTH: "SAN 7619 9F TH1q FEN 1"

GBI, WAF J3eT N (ATF DS TOFACT WIS - I T H(A - | FLNEG FYNS A6 8T, 433
FYNS FYNS I V1| 0 ©F NI =TT, OIRCA AN AN T AFFCIAT AN S (OIS Sfofges
STNY MY G2 ST TONT QT O SO NN FAR G WA 44NS WP 1 (07O A |

ALV NI*N2, 0001 TEJ FPONRG PHN| O J0I8 N AU (0 O HNNF AST ATR(HA
N PR ATIGH = 0T WA AN FACO AN A, O O WANE G BAS WS =A©
ATA|

Y. WO WGITOT: "SIV FB AT ALTATE~T ST 1
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(NFOAHF AT A AR AN (NBIE BT OROF Gy AP0 TS SO SN~ Ar=rey
BT AT FACS NI I, ST WA A6 (AP TS G2 SRS B FATS I |

TNYA: WG OGHFONE, A6 JH0 (MBI TG TN, 005 N AN Sy Ad | STmie
TS (6T FARN A - 0O OIGroy A8 TN 1 GLRE AN TN P | O IV (FTHS
ST =Y (0 MG (6 AOACHIR ST G PG FACR, OIR(A STV ARBP OIMS OF 1
FAE O ]2 (OTPICAT AT B8d (NS G ©Itnd AN (O9mOrs FA1H AWK M| GF29IR,
Oft SHNN (TS LHCT DTS g3 I RTS 2T, OIRCe ©F S | ST 9T FAK 2D 3%
SRS G2 TS ST FICO A OIS (AN Bl FAY, WOSTOR O SO JHI6 ST
1 ET SO (T STy F<p= |

q, "B Y7 JATS NG |1

PYNS FYNSG, (RN HANE A T AKIA Yol JATO AN N, A9 NI AN O[T HHNN(P
SIS (MSTF G AfBTF A6 WgEre R T2 FACS A

STNTHIN:

NN NI SNANT 52 YAV AIITEN FATGN IV AZHFRE O o |
2fSABF RIS TCA ATZHAT B Bl SJ(IUT (TICRA OF Sryd FFA|

OIMA (MU O OTAT AYw2 ARSI A1 (ML OF SR O[T Bl Bl STHR ST (S|
v. "oy ofSrpfoas 2t qF© A= 1"

WY AN AT ATS AR T(@ A FE AfS=pfoas (@ 2@ V| g7 [fox IET AFCo
AT, T OT] (HTNS NFBHI AR S JOMTS (61 FICO AMA|

STHN: 04N (S SRR RN AfS=E o7 20O TS A1 AP, O Ohd HFS ((STH
T I (RS AqFHIA 20O A | O], A6 IO Sow | AFITS, FHaser FET o AN
HAI TN TR BIFRAT I8 1 S8 WY T | 7S (NI TNy OITid Bt ATAGH 3¢
AN PO O (312 ATHIT PIRIPIY (0TS STRI0T FATS NEN (T T=ATH oY fGrearsi1 S|

46 SHNNF SR (OTHICAT T TN A SRR TN FAF SO (AR, (R N FA|

Class — 55
ST (T BTZST ALTHT 73 TN FAT
g FIBTT 881

(O [RFT 5Tra W8 WA, (0T dFG [RTerer TS AfSH Soft =g ®=re |
OR, T 9% ARSI FIHFTON WA FMOTT TS AI, OT IF6 BFF 2 TFoR I Qe
HF | PG AV (FFOIF BrRN3fe TEFOTd AL TN FAF FUO AR THe [T (MG
PN (A AT FAF CHLF "4 1 RS- 97 IV 20T RIOT | S O NS O12 (= N
(PN, A ST N FAT 2(A AICGCT AT EF [T rOrisfee e 48 20 (07 M|
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CrPFE»jfe—a l fasmn=<s —
W sl € P BT X =—ma«sll" "

ErFil i e gnasee Epslwwere=an v npgzse sagnal el jea- L icsgh

B T T Tl T T S T T i e e R I T I it T i T o T I T ot o W T et il i
abach e wes o] corr acrrrriprlaslaccd. Sy el s Lrasrn 1o ml LT PASLIT PN ADE
uueaxticssm fexre rmors Infoeerrmation msbBEocsutr Tthimt texprie.

Ve _pzeRasprnasre warloas wovanlioc-se capn somel ivizenr v2e Lernaanlly ponarbiiseg waps
M rEESCET v Py ERlas cmrTt gy yorar prrescduact S o memraiocs frosrms
Lt I e T [ L

Did vou knnow?
AA49% of sales paeople give up after the Ist objection

Z22%64% of sales people glve up after Thae Z2d objlactiomn
1G5 of sales people give up after the 3rd objoction
T 0% of ssles people rive ap afFiter the dth objection

I'_'Jrl.i_'_j.-" FE LT, .r_l_f,:.'r.rl't_f,:.' Fll‘_f{l’:.lf{-." eraprs i rrreres Fap ~a=FF l'.l;-.f.t_f.r
& erFrfezac b icrresy

7370 oafF the clicmts will buay anfFre=r the- gl
:_:l-'l:lnjl-r.'l TET s B

WG AfTETEARTR FTSTTHT:

Y. ATFTONT CNNT TSI FHB: A2F ARTIAN T TN A @TOINR M JF0 STl
(| TS ATRF B IACRA OIF BHNF ST WA (ST GG, (FIeT FANK FAT A AAR
TNT ST FH VT | FIHFIONR WA FAR G0, SN TATE (GICLR COTSMTOTST IS TS,
FIPrOFAH W AGTO G FRGMS (RATAF G "W JACO (AR(R" 7 VCOT IFILH 2R
FACS GRS FHw | O B LT JGIAT OTF A MZHFHI TN fNTSnd oFH FA19
G OIS (M8 OTF ©f el FACS M| A0S AZFA JeNN A2 ABZ @Y FEA| A
TR AST HIAGe AR OSEAF 2oq0F Afvswsory AFTe FA|

MF Q33 CHNT AIFN: SIS ST *M A2 YOS AT IF6 TAS *M& | 0N AN 7
FON AR ST BITHF WA ST AL, OIN A6 AZHE A6 WPYS ST AT (0 O ST5H N <
SIRI07 K G 8o | Fg BosTa W a0arg, vt 51 A, W A9E Aft afe e w9, aqs
FAAFATN TGO FAIN N | OIHF [HBOIRAT AR FATK O ARG (N8 WES Ol TN
TP ATIEIeT® IO AT 92 ATKEOTP WS LI =@ 1T MT® A |

2. WASIEE AN G FIHTA FBN: WSRI O TN HIS AXF CRIF JH16 I3 (@S| 09
N WA ST TOTBpE W eI, "N 73S, ©Y« O’ T29fe (AT 438 A=
(OTPIAT SYRYF G 7y (¥, (M NRON | O1vd Tor FIFE S 2 TG IS0 A=RF
HFFTIRT ST TN (FG BL@GA FAMO g8 TN AN BF FACO NP 7K AT (07O
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A | JH6 WBHP TFA SIS AW B (0 WANF AR AT W O Nwssord AfS 0gene
g3¢ Aft S5 91 G AfS=pfog |

STZF ST (NHFCIAT FAR TN NABN A2 JF0 STSHLRY (| 04N AN K] TR
(FINS ST ST A AR FEAN, O O AZHF B0 ™ ST NI (0 ORI BT
AN AIAE G BTG | TelF IS BSHRS FP, "N WHNNF G0 67 07 (1"
JSF N A= AFITIA ST ST HICA G SHTH SO TS I A G0 NSt S|

O, ANTHN HAN FPA:

COffer Tailored Solutions: Basead
on your understanding of the
aobx|ection, present a soluticorn
that directly addresses their
CoOMmcern.

Highlight Vvalue: Emphasize the
benefits of yvour product or
serrwice: that are relewvant tor their
reecds.

Provide Social Proof: If possible,
share examples of Row Yyour
product or service has helped
other customers In similar

Offer Alternatives: If the initial
solution doesn t fully address the
ojection, offer altermnative
options or packages.

Bo Honoest and Transparent: 1
yvou don't hawe an immediate
answar, be upfront and let the
custormer knoww youw will find thee
information for them.

Confirm Resoclution: After
providing a solution, contirem
writh the customer that thelr
concern has been addressed and

situations. that they are satisfied.

Class — 56
ST (T BTZST ALTHT 473 TN FAT
AIRF A= (AT WFer 93¢ ©f GFo F419 o4

ATZF TS (AT BNIA 93 THOT JATS A R W, (IRY 433 AEINF @RI
07 ST ARIFIAF SACY (OO FAE N3 e (BTN AN/ AN FCIA (A - ATI-HN D O
B9l A NS ATV FAF G I IE| G2 TFoIsfAce o~ wwer ([WHg, #reay
HAON) J3E VTN Hol (W@ I WS WPl & Ol I (0TS AT

"SIZTE (AT G HATHTT BFFS WOl T NIl o-e ST ALV | 92 WHFora VLT
ATATR TR DI AFSTHIF S (FMAAT 932 AZYGROAN TS, AT wporg Ay
TSl 5fFe Far, TN Far 933 ANYN FAT1 92 rgfeie fSavs carTrs
TeHIfZ® T 92 WA JITIIT TG0 AFGN "fIrgs S 28T SIS Mo
COTTA | WINAT fF B2 ZTS 512 W17 WAl ¥© (@ ATIIFHT WFE WG FA9, Ol ©F (T
WINITRE AFSTEHTT 2T G T @ ATH S, ©Of W (XS A GINCATGR 1

g 072 (=F W (F, AoF N A=F NI TN AfStoiveryas J[ear ol aft a6
TG I AN AZHFE MY THG SHIT 6w, A3 T B WINR, A2 N S
T SR (0029 b W% ATRF LI OB FIACY (FINS (AN S IFIAT (QOG (A, ©12
TINBACE ARG T2rTer FNAFIE G, 4T3 14071 A1 [ I3 5019 R [RIE F400 [ |
O S12F AT GH0 AGF TAMF | A6 NI JHT0 ST, ST Wfoosel AW FF O
JHT0 ARSI ST S TN |
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COItAT IXF I Ao F Fh

[IFTOFAT: O AZF (] T WS = T &% 27| IfSrose NAFT I=2F CRE
NPT SO F(F A2 ARPAE G (0 WHANF (FATN O I8 OITHE STasferd 2fo
OFANeT | RIS 6 ROTE W (917, AT AN A= FINME WIS ST FI1F STy
RO [RoN S|

W AZFA THONF AN JF06 SAM R BfFe Fargs o1 I o as wfosserd
CFLE STRCET G YIPT AN B | W5 (O R, JPGH AP STRITOT (HHICIL (I 8 ©IF
N STNE {E W AFCS (J, (TRANY ATRFA ST ANLAS A0S (O I | ORI 0
[ SBI AHFI, O OO ({775 (T GIJ|

FfILTGRASF: SARHFAT O G5 G SRATGAP (0 (NS NI ARP AN SSRGS
COTSTCOTSY FACS SN RO IV | SN ARFAT (0 (OO WY JACECY (@ fNod FEN ©1d
W ARMRTOT JUTN PPN ] RPN G AANTT ANCY %leca COTATCATYY PLCIN O ARG RS

Rexl

AHT: AZHFA BN (0 (FENNSE ST ST (@romars FA9 CHhia Ay FF | 0t o=
(NS N INFAGIF FA T I NN STIINRE GIONGIZN W o FACS AH, O A S IO
NN ATZHCAR AL (OO FB I TG AT FE~ | OT1 THC@T AIRS AT 4 W18
20O ANF, OF O[I $O88 AP (0 WA OITA S0 (FTATRA |

5. T CAISMTIIS WOl T Hel TASE TG (oI I3 IO Ardrd o ... "corsmearsy,
I I AZFRA SN FCATNFIN, ST 2P ARTIAR LT ICNR | A FroF (2 (Oromearsy
AIETETNT PRI ©F ST (N RN AT I =W WG [T 5© eS|

AN ATXF STRITOT T AT ST TN CFLG AN GBI A B A2 5 YR Ry @t
JeT= FRUTR FIG IR | I, SR NN AZHFCAR FIG WAV (FANNT F5F Q| I3 =
T Gifod YRINSAE Wore A0 [T MK FASHTE FAR [TIT SHT TPy L3
YIFCO (I | AU, O AN (FATTNG FICQ ARBL GIFRAT 43¢ BTSN BN FAE |

SITRIPE S OICeT (OO fAf*ow 1< Gy
- IHIN TN

- TRIYGONI (N

« Y (XN

- o Grearsil S

o AP TP

AZFE SN FIG FAF STNT =IO (OIMOTS FAR FVOT JH0 IFFAS wFol FIRV G

(OISO FCeT TOMT 48 TP (W4T TS AF | AT A2 SARTIAT (CPIMIREAT G Froi

SR AT SICRF COTANTTSY STRG ATUTS T A2 (FINS TR NI AL T | AZF Afoeol
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RSA 5021 ( Bengali)
OR® $AE G, dUG0Md = [Af3® g3 (AL (OTomtamesy ST 8T Oiow | O T FIF Y FAT

JETCRA T (A IARA ©f IR, A=2F ARIAM QGBI JG AR AT S
- AfSfB ARG T (FW (OrSMaNsF NS SeT CALS

- SN AU TR %o 43¢ A0F ARSER T FIR A FAT 0O I

- YN MVATS TOfF6 TS ZAR G2 (F T TN FAE

- JOMI IFCH ATXFA AN TASI FAT IR 3¢ OB A BT IARH
G2 WHOT PN GiT for:

S. WP Y (TN *REIN I73 WOIEF Gifoa Ol AfGTT TN | WHNIK ISI6 A5y [FE IHF
1 o fN*o© FE Je1 [T B AFA | FIAAFAT ANE ATALGP ([RI0T [N*o0 FHH Gy
S BA-W AIALTHFN oA F+ |

R. 3fOT6F OIS TIZT FBA: Bl I AT VY ©OF (50T B! P (OTO AN O BAT NN
FEN | SURITFAN, "|INCTHS PIE (73 (MBI ((3" IR ATTICS, "(572 (IRTEI6 IO OHeTdh .

. SANF CTOTTRF AT ATAZHT FP: [IoN ARSI (IRIOF B [{fo =00 NS, [ReI
F AGFFTS AN 1 AT S | SRR AIOIS AT TN A8 (572 SYAra S COromearsy
SINES P |

8. AP W9 I ARIHS BINETS G fOfG F(E AWHNH F9 A< SOI1ReT (Ofd I | FHNNG
=TS, ¥ A3 ATAF IFNH GRS FICS AITS! FLATAFA AT T |

2fSa5T orFr 13T gt tof Fa... O 9 AFEAR GF0 BTG e, q3¢ W ([org
PII ATZFAN) WHANT IS O B2 [OfS I AN 73 AN (SN ST=o0E Q197 Cof
| SARATTAN, 4N PG AZH JF0 WU MNT AfS WAz N¥ ANV weTd Sy
COTSMCaTSY A, fFE 12 AN TS WS NO® IH-WOF FAT T | 2fSA6F Oy AT B8
ST AZF BN ASTEHT VNS AN O FAFONI AOIS FACO A:

WOl SIS foors

= Without positive language: | can't get you that product untll next month: 1T s

back-orderad and unavailabla at this tima.”

= With positive language: “That product will ba avallaile next month. | can place
the order for yvou right novw and make sure that it is sent to you as soon as it

reaches our Wwaraholisae,”™
Class — 57
AR CTATF BTR AL IHT 472 AL FAT
ATZS A= (AT 7FoT 932 O TS T oo
2. CHTH A MY A F TN BYF 43 NCrs ... A2efos Yo sifawifs
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RSA 5021 ( Bengali)
Six elements of effective listening

Koy mtteobicery e ssrmprabhssir v e capsery renerncd

A by i L Smmmnarize Share

AfHTONI CNME WY AZF B IATZN O ST HCA NN (ST 2 (@R A5 (e GeoIo
*Rf NI (GrRe @ Fg Ao 712 *Fesfeg P raa @ @R 932 I AR [ A2F
(OISO R TN GG® A R ARG SN RS FF (0 AR ST 2T (TR 438
AOF B TR FATO ATAN | =g RIATR G Grsamil F6, ARF ARG RGO 77 43¢
fA*6® FEN (0 AN S FA BINGN | AZF T=HNF NG (SA1F I3 SH-Brao NS Z15
FAR O TR o WA=

"NITETT BFFYT A (A Fol T AZT@ o | TN NHA JIZFAT TE TYAN 2/
YN Ol FHEATS fFROr TOrT I BrRs ATy wINrtng Ity WA 12 Bf e
WINSFE AFSTHR W FIHTT FATS TN ICA ATZFAT OITAF (WAT 473 CNAHT Y G
AT, T (FIT TNTHTRG ALY F*TF FA AT (DA SCINNO@INI CfYS FTOIFH AT FATO
ATATIN ), IF2 A0 WNIF FLTIST TN FZIH© 1"

fOfF0 I3 9 I BI6 (Y A GV OGRS FAF ARTICS, @O AT afSf~igar e
AP TSN I RIS, FVrORA 72 FICT FAF TN TN (N | O CX-(F NAMGFRF (MBS
ST ANFS ATZFRA ALY (NHIIE FAR G A& q 2179, [[RBIES ST AN A7 TR ro=Ne
IERISSRISISEEEISRT

g2 Ol SPNAE foor:

5. SRS AFHN: TN ISR G NANOr A= | ATF FIR A WA [NoF FTSre=n 7=
RaTs 28 ARG BegA |

2. AfSf@HT: oI @Yool Mo FAF G AN O ®INRN o JASHFE FF I |
SHRITTA, "o, 0 = ISP QTS AfF, Or=0e =AW (0 TSR YA X062 © 74,

. CATATCNAT oY fOTSersiT Fa8: '[F 1 1 Ty T8 (RS (0TS AT NN AT ARICS, "N~
3 WNICF G STE WS AT ANIN?" A NI (AN 2N [Greas F<e+

8. BTGB JZT. A=(HFI ARV (AF ARMES (MU (5 T+, SR Wefigho [R5 A

¢. SIS NS AN NG WINP WHS OIS ATEEAN] FACO A7 AU WYMo
IO OG- AGoNol I3 F-NTFY [P I |

Y. NEF-(HfHS NRIFOT: ST [REEQHA FEA (0 (NS O ARIF POl Aoll[o B 433
IO 46 OHg IR ALS VO (] (RS 01T |
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q. FF 33 =IRel Ao FIF G0 O8d (MeTR W [AMS A1 ol Tom T SrAm- FA0e
CATATCNT 2% fOrearsT] FE | ATZHAT 0N MINTGOIE BlSIore 24 O« NG 432 ZI AFA|

. AT ANHN... (FN AT ATIT ©gd (RS

" 10 BTG AT AT TFOl =26 — (N M AT T8I (WS | Ot A O 1 FCIA, O1=0eA
A6 96 TR NTOT WA TF, G3 A=F AT ARSI G0 et *Harw=f oz Far 97g 4o
WS NI ST ST PHoNd FAE O [NLRY TR Gy WG FIOG (SIS (THIIS (33|
(PN QG WA N N AKCIA W[ FIRE FAH FNOT AE (W2 A2 (PN GI1RQ W, O] 07T
O I O AUV AZF AT ATSRGTS Rsieomsy Z5me (s <im0 o=  ft 2w w1
32 G0 ST ©F T I3 (72 AP ©Ira AFTIIE NN T BAA T (N7 F41
=TI

Y. AT MRS FH: S (FSTF TGNy AR AOF ST ATIGH | VOIS (A(F O
WA FF, T FRTSE BT TN, TOINS 292 FF 438 TUD TSN YNNG FF |

2. fIag Taw tofd T~ Faemmt @] AT GoF AN [RITEA FF, TF T
TGS FE 3¢ TACHII TN SN TS VT BIreR FF+ (AZHF AGE FE) |

©. AN FH 433 RN FH: AT [Fg TN AT FEN | I JH6 ST L
FE O1 AT NHNSAT S AT 973 AMZFIR HIFRWT 79 FR|

8. IABIATTN FHB: TN JIIAR FFN A2 ATIGAT MCEFHN AN AzF ARIIT AfSEw
TN I

g Ol OR© FA1d fo:
o STR(FF ST YeT (A RITAT GNT YT FIKY AYTHICAL NI 2 FPA |
- LTS g OB (ATF T© TN YA FFoev |

. (PHATOOIT (FI ATIGN (T2 FIGI6 WS (SNINR FEA I3 FUYNZ AYN NI RO
T

8. fofGIBIa APFF®r 433 AN W ATHTATH Hfo BE... (62 (NI AFC@ I [IAS @14 FA0O
BIT NI | ARFHMA A A 438 ARTIAF TOld W Ao O FR A OO O[T JATS AR
SIHNNIR SRS TR SITid IO N ARES ST FR 438 TN IS T[S S
I ARG TS FAR| A= AR ARSI Ty AZF (TOT JH0 BFFoS el FI
A6 IV A=F ARIIE TN OFS FAK G A= (NAFT (TF (GO JATS, [T FA0@ 7e
IR 0O TN FA | (OGO APFIOR Gif Hel12v-fofed aefe o) (79 FICo, SUHA
FACS 432 ARSI FHT TINITS AGFTNS 72 I ST ATAGHN | A TGN TGRS IS BITCE
TSN Sy sfa (NN 50 =S|

G2 Ol WP foors:
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. (NifeTs fREQtar fFrygR: NAF Ot *[™ G972 ARNSTE ((IF VN SF FP| NG
ARSTFT TN, =T BT @ 43% BRFe AR ror (WErEs oY It 973 4% ="
PTG TN BT NG (FA ©F JHN | DA (GOT ILIE BAF JF0 S~eT12 (F3{S NS 2ea= |

2. =TT AT fATT FEN: ATR(FA TSI A% AOTEATHNT O oIS (ofF T | AfSTFIT
AN STHN FE, (ON ATTHIR SRS ST AT NA. I3 NG AITIN OF© (@ 42
O I I

9. (GBI-BIfF® 7597 AT BN AN GINFIE ALY ATIE YT FAHAST S5 (KPls) TN
FFA, (N AT ST 25T A1 I AXF AB (FF I F1| NN 92 Kp1 @S AT I
]2 (GO G fOfS B FANE o SATNEST e |

8. TMO-FATN WOl ﬂ'ﬁ?ﬂ@??ﬂ WWWW?H SNBSS NI S 0% X |
SRR WO AR STl [IRIATE At Ao S|

&. 21T TASAT Y GfG® AF: WA FeZR AN RARFL S0 (1O 476 ez Zro
I | ORI NN WBHT MW FACS AL O SEISTS AT SAFIVISHATS =GR ST O =

Y. AfSTHT For: AZFR MY TEANBIIROR 27, BMAG oY I TTNBET 96 (@6 o7
FEN| AR I WKES O AB/ST G A2 CFA B ANITTATHT 18 NITN FFA |

¢. ST FIZTHNNT ITAT WANE AN G2 T FIFHASIT IqW FATA HVO[, IO S~
WHoId AN FToSHtE wafadaa fMte 2maw 933 T=F F0o AEN|

FAMMAMGE FCRZ LIS
Chern pery el g e prebin e = lmrn e anrwbE e peel
AP T AT AT LIKTTEHT FARLEN TAS T WLDT BT LIETIEET
AR e LARALT
[ Finthwnn vaajed innned, e e e e |

RSO T DT RO kiR BT T FHAOT APARPCRETSNT & pO T URSEr-T

G2 Ol WP foors:

Y. ¥ WAFHT FRLAT T (TN FoOsfE GFRF 933 ST ©f N7 TN AACT 92
PO |

2. FIOTSHATF (PG (FIB OIS OI5 FBA: 07t SN (FTS R A1 Gioa FIG7 AF, ©r=2( A6F
(5, RS ATTEETNTOT T Ol TN | A6 A6TF TN RO I3 (NIHIIE BT TG B (O |

. ST R F2F: WA 0ftt GO FE, (0N (FIN BT S BI6 JFANL ATTCIEAN FE,
OIS S T B~ | SHRITHA, BIG TN OO Gio® BB (FINS FEAT OB
ST AfSTT G|

Class — 58
ATZSF (AT TR ALIHT 492 TALTNG GINT
TN JY AGRANSHATS NATT T T 932 WS G (Trora Gy Yo oo
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JFGHN STBRATNY V&I ANY THNF ANF ST AT SIS | fF@, 3T “rafod ey, =N
RN SO FFTF (TS AN 938 FIHFIONI NN S TSRATIAE T AN [F 2O
NN | 6 FAF AF6 TS GATT =67 (FEG 20N AN NN OT NN TSI A=CHF HIFRAT
AN YN AP O AN B | AFOANC, KNI (M1 (R (0 -0 (PG AN
80% NG (U= TF (O FATS A

S, SIANIF AT CRISMTIIST ATATONT FBN: FICAT (NG SR Y NN (VT
COTSTOTCR ¥ (ATH O NS ARISN WSS 2 | ORIGl, WA S35 IITE &t a1
S8 AZTFIRATER T N8 TS AN | WOIF, B TS AT FRITH SgSTHN B e
NN SHNAFH CRM ([FIFGR HNOTATON FE ©F FFN| A6 THNCE TS FACS A=R0T FA
(0 STBIRT VGO ATRNATRN (ATH (FIATT AR ATGLY I AN AN (aroneonsy {7+ T s
TAEFR AT R T TNF TR ASHE AW IO A AN (OIS SIfers!
FINFICNR ADTEATEN T JHO OATT = SUw* ANEHY 433 FINTF Q1M (SO
S|

fRTTA-BI20W 1 ME2 TR CFLE LS WIFNOCH6F AT B [T FAE OGN IN(NAF 3¢
WTNO OJ|

A0S VT & G2 (TN BTT TANATZN BT AL IHY FA TN A T2 T GO,
O N OITHE Wors Woa~ I3 CIPnTE IS 8ol Weye | Jodr, o s8Ry afear it
FOURN (T TF TBHT 2 FH|

WMCE, BIANNS COISMTOTR (GO AN N Go® A& A3 FeFF OAT TN I | 2 ST
WIGHS AHS A

o (PN T

o A o

o BIFR AW

o - ST (O [

2. STMA WGAT/BNATZA T fofg F1r aAfafefosiis o s

Howw T Sadqimyean Wiownr o oamnmtaci=s
For ETreaective Re-Eng&ScgarmisaSm T

j_q_pi'_'r Carc iy -
bl Proess e e a0y — ey — 0y e
Errcyracgesarrysarsk
Coesrarntsccl EFr o b pFaar e ibdl lesrwrasl s rosegeal sar
mmille aor rveEmesTircges

Camraa iy o

P oo T B aoec-cl Iy Woswar B o oo tirady

= o s i e s

M riggsaeyss wwritbs resggeslsar msAawve ittt or caprrisatesass
[t p TR F ) S ] ol = BRSPS L T B

Cmrcarpy ©oc

Przasrmpasasc-tem Fit Foar FRes—-TF racy s cges rwees vk
e W e § g

s - arimg e WAl T T e o nl 1 oS s g S
g3r =prsaciizal prrcsrracsiicarass.
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. ' (NG’ BT FHITRITHS (B I TP JF(6 ([QNIIAMG IOV HITHICTS 2 JN (37 300
Sifaer Or S SR 2ONASET ST Oy I FE WS ATRFIE IR AT 20N
TR 567 = 2 ARBE SN N (OT9Tarsy FAT I8 OIid WA IS N0 =T |
G JB(6 [@NIIG 20N RIS (76 W FAF NGO (ST ZeT:

o TN BTN NTH6L TGS IRV LI NN ARFAI AN FPw 01 VIS TN 4T, 4B,
o NIST 4T WHNE ZUNS (AN T ORI ST (OISO Feaai~ | A6 SHANE JUN AZF
HT6 WHTGH ©ITHI (T 0T SN 20N 3feTg S Se7orsy [tk 20T o |

o 3N FA-I HPHHT AB6 Hifdey toff T~ 01 Ritky Az [T A =€ 92
ANATSAS APNR Bv S AF(S 2L

o R IY WTIR
o TSFNOFS AT I HFNT ATNWT OITS ST R NN 2N S JF 20O A

o JHNIF 2N WHO TSI IIZF FUA Boneyard N HIHIHF &7 (oo 16
N FEN| G2 INABT FOAS YR I AT N AT Bfow, AST N [TII@ S8R
S SCY T FATHNFAN (AT AT (079 A |

WS RFONI, AFT WHIV/[FIE T fOfS T N0 AN FE | 9 VYT IR O AN
A& 2N (AT T O FCIN N ORI GiNs AT 20N AT

8. (N3 (V21 W FHA: NUHTS, NN AST ATZFAT AN Nl I35 (A A2 f{Ifox
BN, (GHG IT A3 (FIN T AN | O, WAV PIOZTAR @S (0NN *NAFEF (N2 ATSCA TS
TR B WA 0O AN | A5 2N TEIT AZHR S ST (ST FACS AT FAE |
JTT8, WA JH6 TGN OFS (W15, RO FI TS (741, FAN A A0 SFLNT [NICHT WCer
TR PR AR AIS AN | I Y AV AZF T WAZ AT SO FAO [TATFT PG|
FACS ANA|

¢. YA g O T: SR ([R5 T8I AR(FF IR T A7 S [RITE NG
G AR ST ACF 1| WO, TS G2 AP AP 5 (T AT O TG WTBH
FAR AB0 TN (FHEA | A6 WANTF ATGE ST GilF OIHA FICR AICHH BTG B Z(©
SIRI0T FAR | SAHNNEF OIHR (FEAN ST TGreamsi FACS (F 72 PO TS AR FACO
NN O ANG FACS Q| PGS, TS ATAE BT JH6 TP 20N [NOGLABNT PGS FEN
]2 e OItig IR (MR M| G970, AN NN ASR PTG 0T AT ATHT
PARA

Y. Iy 2T (AF T Teareasfa ey I JIWe, WAANR T8R[y J1=2PA1 (0 #
O ORFAT® (O AT 51N IR ST0EF TN T | [GoTs, (72 e fArs sy v 4313
STEI]Y ARBAF A 07 AR O GBI ARTFN WP I | OTRCT, WA OHg A7
g NRINT GH0 TTTEEAG ATHTS ATIN O AN (ATACRN | ST, AN 07 FHre= o
T fOfS 0T GHIC A ARTFHN (7 T TN O SN JH(0 oI G (OIS Fe 1 46
AN TAFS TSI NI S R 50 LN FANFAN QP FACO AA|
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q. AJAT JTIMA fITTT RPN T AYH: WANF T A 2P [ JfSore
SRNRET N A ORI S JF0 =S ST=F IGNT A JF(0 IR SATT | JF6 CRM
CEY TRR[ R WA G, AR G738 T A O Neol wFgyf ofqyefd
SRAGAFONR ADTFT FACO ANEAN| AFGNCF, VA% [ATNFIA FONNIR OHI AAN- AN
AGTIANT TGN FIZF FEAN | AN 0N T AZFMA [T AN IFT IS roFe T
BN ATI, SN FAN AN FORO] AR FIN 0T AHNCH OICHF A RS SFoIF JTarsy
NG QO ARROT R

. YIRS H*¥IAT WW HITHATGHN P AN: HANT ATRPMA RO (@14 FACNE G«J, WIithd
JFFETO ZO0H AN G| OF AR I8 ASRATNT ARFAT Z[NT WA 2, OIRCE
AR AICHCT TN TSRV AZFIR (AT (MSTE TN 2O0d G JF0 SAGS Graof
OT0] FFN| OF, WA STRNIEI WL AN HIIS] TSNV AXFHE Gy B0 SIGH
2(G6 AWTAMGH FATS ANV | IH6 ASI#TA SIGHT 0GB TGN G QT [FZ o1 (e
2T IR Y WSFMOSIE SO FIAN FACO ]2 O STNCAT G OIHF AfS Foeaol AFH
FATS G066 NI I | TN NG TSI A HeIM O FA (MO {6 [T TP 0o
OIl R0 (AP YN Py NI O

SR S COTMTOTSY AU G IR YA U2 Ty 200001 A TdgN FFN

S. ST AT VYN JJ3 FUN AfFTH (TS (T ©F TIH: O AR TSR AZHFAT FOAFO
AT ATRCHA AT A NI AN (OT9Mearsy I, Oreed S« 07 [fe Fa o wf[eay
BN FAEN | ANIICS, SRR BT 98 TSR fATE ATy A= a3 GBS ST esfet fNe
BRORN FHFN| JRGIS, ST AN ALY FANFAN BT (0TS B FA1 ©F N3 FA17 T
B W63 3¢ SF AT T |

0. TN YIS [IF FBA: S ABRNIS AN A F TR NY5NS GiTs F1 [ SAT F41
(0TS AT AATS, ARG STSRNF A FAT (OISO ST I3 A1 AS T G 41 a6
WNNCF O WA B e STFO! STNF 47N fAre | [Fohrs, some [
AGRATOOTN ST Ol ALTHT FHEN A3 (YN TSRIAT ANV IS BT S01 RTER fF1 | SO,
HNSTG Ol AHTT (AT B AN AATST 8 [T ATV T | SIC, AT Afofepan [rarge
FEA, AASTGO! (FIET GRS FAF G ATAGAT TN FPA 38 AN OTSTR GAY W51
rars A=
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