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Moments of truths

CUSTOMER CARE
By Ranjan Saheed

Customer care is the management and
identification of "moments of truths" with
the aim of achieving customer satisfaction.
It is the responsibility of everybody in the
organization.

Customer care is the job of everybody in
the organization who contributes to the prod-
ucts, service or general impression that cus-

tomers and visitors take away with them. All
employees who come into contact with out-
siders represent organization and become a
reflection of the organization.
-Assist in the reception of visitors to the
premises or to the department.
mAnswer enquiries from customers whether
by phone or face to face
mProvide products/service information
mHandle customer/visitor complains

INTERNAL AND

EXTERNAL VISITORS
Internal visitors are

employees of the

organization while

external visitors are

customers, potential

customers or mem-

bers of any stakehold-

er group. =

RECEIVING EXTERNAL VISITORS

@ Greet the visitors politely - by their name
if known, with a hand shake. Apologize if
you have been unavoidably held up.

@ Sign in - ask for details & take down where
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@ Direct visitors
- notify the per-
B.A (Hons) (SJ), Dip. M, SO0 that he has
(S.L), PGDM (UK), come fo see or
CIM (UK), MCIM, MSLIM direct visitors to
(Senior Management con- the office or
sultant and Lecturer) lrtltervlew room
etc.
@ Don't keep vis-
itors waiting
unnecessarily - put visitors at east if they
appear to be at all uncomfortable while
waiting.
@ Maintain a courteous approach and
demonstrate wopuation - stay with the visi-
tor until he is collected, use interest tone

APPOINTMENTS

manners, deal one issue at a time.
GREETING PEOPLE

First impressions are vital. Get it right
first time if you are to deal with that person
effectively and continuously. Give your face a
rest and forget about your own troubles and
concentrate on the matter in hand. Don't gaze
intently into people's eyes and don't keep
looking down or away as it may be seen as
not interested. Don't be limp-wrist and not to
break the hand. A firm clasp indicates confi-
dence and self assurance.

ASSISTING VISITORS
In order to assist visitors and to deal with

necessary. duringall dealings. their enquiries the frontline staff should
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\ own organization in
response to com-
plains or difficulties.
VIL.Do apologize if
you make a mistake
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Small Luxury Hotel in the South Coast
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A Demanding Role for a Dynamic Individual || e i b e
TION NEEDS

Suitable candidates will be those with minimum 02 years
hotel experience in the area applying for, fluency in English
and preference will be given to those able to communicate
in another foreign language as well. Ability to work together
with others at the hotel as a team is necessary. Working
hours will be according to roster.

Visitor's needs in
terms of informa-
tion should be clear-
ly identified and
served accordingly. It
is important that the
frontline staff appre-
ciate and value their
visitor's time and
attend to their infor-
mation needs
promptly. Frontline
people should learn
as much as they can
about their own
organization's busi-
ness, product/mar-
ket information,
sources and contact
persons within the
company as it makes
them more comfort-
able to deal with out-
siders effectively and

help their career
prospects.Frontline
staff should howev-
er be careful when
giving out informa-

Hemas Manufacturing (Pvt) Ltd as a part of the Hemas
Group, manufactures & markets a wide range of FMCG
Brands such as Baby Cheramy, Clogard, Kumarika, Gold,
Pro Sport, & Diva & and many others. Our manufacturing
facilities are 1SO Certified and we have a strong innovation
set up closely networked with Suppliers and R&D labs
abroad.

To keep pace with the rapid expansion in our business, we
are seeking to recruit dynamic, vibrant, self-motivated
individuals with a genuine interest in the job role to take up
the following position:

If you are in agreement and have the qualifications, report
for an interview on Monday, 22" March 2010 to No.29B, S.De.
S. Jayasinghe Mawatha, Kalubowila, Dehiwala at 09.00 a.m.

. . Bring all relevant original certificates.
Executive - Packaging Development ) ) o )
Appointment will be effective immediately.

The Job

Candidate will be responsible for New Packaging Development and
upgrading of existing packaging. Should undertake long term and short
term projects for developing innovations in primary and secondary
packaging. Perform routine functions of conducting trials, checks and
approvals, coordinate with various in house units and suppliers for first
batch production and obtain feedback. Strive to increase functionality
and perceived value while ensuring cost reduction or optimization.

Advertiser.

tion to visitors.
Whether or not you
give information
The Person We are a leading Apparel sector company specializing in ladies and children’s out about company
/ product &services

wear operating several production facilities.

Facto ry Manager (2 vacancies — Colombo & Out station)

We are looking for a proven leader with technical and apparel management competence to
achieve the set production objectives of the business.

The candidate we are looking for should possess a very good knowledge
in CAM/CAM and mould designing in a FMCG company with 2-3 years of
experience. Also the candidate should possess very good skills in
negotiation, communication and the ability to work in a cross functional
team culture. Candidates with a basic degree from a recognized
university will have definite advantage.

etc depends very
much on the prod-
ucts you deal with
and how sensitive
the piece of infor-
mation would be.

The candidate will assume responsibility for the entire factory and be responsible to manage Contd on page 4

all aspects of production planning, coordination, meeting production and shipment targets,
cost budgets, skill development and customer satisfaction.

An attractive package, a chall working and
excellent opportunities for career development are on offer to the right

candidate.

The ideal candidate needs to lead from the front, possess the dynamism, dedication and

to succeed and for a long-term He should be below
40 years of age and count at least 10 years experience in the garment field with at least 05
years in a similar capacity. A degree or professional qualification in a related field will be an
added qualification.

Production Manager

The candidate we are looking for should be a mature person, experienced in modern
production management techniques, result oriented with good communication and
interpersonal skills.

Ifyou are confident you measure up to our required standards, send in your
resume with details of two non-related referees within 7 days of this
advertisement to:

Senior Manager Human Resources
Hemas Consumer Brands
36, Bristol Street, Colombo 1
careers.consumer@hemas.com

www.hemas.com
on www.topjobs

HEAAAS

Enriching Lives

He should have a minimum of 05 years experience in production, a proven track record for
planning and achieving set production goals with excellent leadership and ability to develop
the production team.

Both positi
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Hemas Holdings PLC is a leading public y attractive package and other perks.
quoted company in Sri Lanka with interests
in FMCG, Healthcare, Transportation, Leisure

and Power Generation.

Application, copies of testimonials and references should reach the address
below within seven days of this advertisement.

Advertiser - 085 ,
#1, Sri Sunandarama Road,
Kalubowila, Dehiwela.
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