INTERNATIONAL
BUSINESS SCHOOL OF
SERVICE MANAGEMENT

Real Life Project

Project work to Certified Service Business Manager

ISSzeRSEw

The Real Life Project (RLP) is the final project work for the Certified Service
Business Manager.

A project directly from the work environment of the participant is already discussed
with the trainers during the preceding programs, selected and graded by a
commission after an 8-week written elaboration and finally presented before the
commission. The patrticipants are actively supported by the expert trainers during
the preparation of the RLP.
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The course Certified Service Business Manager for professional and future-oriented service
management provides the necessary theoretical background knowledge and focuses on the
daily, practical application. It shows proven examples, promotes the exchange of experience
and ensures the direct applicability of the learned methods and procedures in personal work
practice.

As a leader or aspiring executive in service with technical background, you will receive a
comprehensive and compact, service-specific management education. Even as an experienced
customer service manager, you will benefit from the unique, recognized degree.

The added value lies in the forward-looking orientation of the individual competence
programs, the coordinated and complementary subject areas which are worked out
together with experienced lecturers, trainers and managers, and the accompanying
project work (Real Life Project) of the participant.

In four upstream programs, you have already transformed service management know-
how in practice with the creation of the Service Concept (Certified Service Management
Compact) and the three thematic Business Projects (Certified Business Development,
Certified Operational Excellence, Certified Service in Transition) into your own
practice. With the Real Life Project, you apply your holistic service management
knowledge with a specified return on investment.

It is our experience that these cooperative activities increase the value of the program to
all involved.

Shaping transformation processes with the ISS

Magnus Gdoransson (Branch \

Manager, Cargotec Sweden AG):

“The intention came from both
sides. | was looking for a training
with perspective. In addition, two of
our employees have already
completed the course in the
German and English versions. So,
my supervisor asked me to attend.”

/
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The special thing about the course is

o the direct transfer of learning into professional practice. Here is the benefit of the course
— because only applied knowledge will benefit.

e use/development of methods and solutions for complex topics of the service business
and

¢ the design of the services to the customer requirements.

During the course, the learning content will be applied directly to case studies from the daily
practice of the participants. This begins the application, the training of new methods and
procedures already in the course itself. In addition, the exchange of experience at eye level
brings real added value.

Further education is an investment. Participants and companies rightly expect a “payback” for
the time and financial investment. The goal is to generate a benefit/value increase for the
participant, the sending company and its customers. Which initial investment does the project
need? What are the biggest cost drivers? What additional revenues, gains or savings are
possible?

It has to pay off: Payback and Rol. Count on us.

Ja .] Due to the high practical relevance, the learned methods could be applied purposefully by
s our employees in their daily work. This resulted in a quick return on training investment.

\7 ! A\ k Norbert Gall-Felchner, Senior Manager Business Development, After Sales, Toyota Material Handling Europe

In the more than 500 projects presented and discussed by the participants in the more than 40
open and numerous in-house courses, the direct economic benefits of the learning content were
always made clear. The payback regularly amounts to a multiple of the investment.

When selecting and evaluating project work, we at the ISS pay attention to the following topics:

e Project title

e Background of the project? (economic, organizational, market position)

o Obijective (What should be achieved with the project — for your company or your customers?)
o Description of the project (What is covered in the project?)

o Benefits for your business (financial and non-financial benefits)

o Benefits for your customers (financial and non-financial)

o Investment requirement (one-time, start-up/permanent costs)

e Payback period and Rol calculation

The development of the project work is actively supported by ISS trainers. Structural
requirements make it easier to comply with the formal requirements so that the participant can
concentrate on the content. At the same time, this creates a basis for future work in the
company.

Through the systematic implementation of the acquired service management knowledge in the
practical project RLP the learning success is supported, the investment of the company into the
further education is more than sufficiently paid off.

The success is plannable! Immediately after the presentation of the RLP and the associated

feedback, the project can be started in the company.
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Speakers and trainers

The speakers and coaches at the ISS International Business School of Service Management
are active managers, entrepreneurs and consultants with many years of service experience.

Workload

Project work requires time, for the development of ideas and conception as well as for research,
analysis and solution development. Finally, the economic success will be presented and the
benefits for the company and its customers will be visible.

The proposals for projects can be derived both from the subjects of the course as well as from
tasks in the company. At the beginning of the RLP program, two project topics will be submitted
which were prepared in advance in the company and with the ISS as possible topics — one of
the topics will be selected and dealt with in the project work.

The workload for the project work amounts to approximately 8 — 10 days in a period of 8
weeks. Partially, this time is spent at the company, e.g. for research and coordination work,
sometimes on evenings and weekends for the solution development and the payback concept
for representing the Rol (return on investment).

Employees who choose this course know that they will incur additional workload during the
period of participation in the course.

Certification IS %«EARI\)/EII\(/:\E

The Certified Service Business Manager certification, approved by the ISS ServiceAcademy,
proves that graduates have the necessary knowledge and skills to meet the professional
leadership and development needs of a service organization or parts of a service organization.

The courses have been certified since 1992, since 2009 by the ISS ServiceAcademy. The high
quality and topicality of the certificate courses is ensured by the advisory board of the ISS
ServiceAcademy.
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Your investment

Your time for
e 4 successfully completed programs

(Certified Service Management Compact, Certified Business Development,
Certified Operational Excellence, Certified Service in Transition)

o 8 weeks for the development of the Real Life Project

Real Life Project € 2,800.00 plus VAT

Information and registration

ISS International Service Business School of Service Management
DorotheenstralRe 29 a
D-22301 Hamburg

+49 40 536 991-55
contact@iss-hamburg.de
Www.iss-hamburg.de

In addition to the open certificate courses, seminars and workshops, the ISS also carries out
company-specific programs.

With its corporate programs to increase the services provided to companies and their
customers, ISS has been involved in personnel development for over 10 years both nationally
and internationally. Consulting services of ISS Consulting complete the range of services,
focusing on organizational development.

Service First is the philosophy of the ISS, while the ISS ServiceCompass offers navigation.
The ISS International Business School of Service Management is a service of International
Services and Solutions GmbH.

Date 04/26/2018. Changes to the course description remain reserved.
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