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 Essential Skills for 5 Star Customer Service Delivery Masterclass 

 Building the Perfect Team: Team Building and Staff Motivation Masterclass  

 Building the Perfect Receptionist: 5 star service delivery Masterclass  

 Managing Performance Masterclass: Getting the most from your staff 

 Achieving Success: Executive Leadership Masterclass  

 Project Management: Theory and Application Masterclass  
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Essential Skills for 5 Star Customer Service Delivery Masterclass 

This course introduces participants to the core principles of customer services. By employing these 

values and adopting the correct attitude, you will be able to handle the vast majority of customer 

interactions with ease, no matter how unusual or complicated they are. 

Mastering other topics such as body language, correctly stating your sentences for best results and 

communicating on the phone will enhance your skills and make you more confident in communicating 

through different communication channels.  

You will also explore a number of methods to handle customer complaints, learn how to say ‘no’ and 

discover how to tackle different challenges professionally. 

Upon successful completion of this class participants will have learnt:  

 The fundamentals of customer service 

 How to interact with different type of customers and different personalities 

 How to encourage customers to give you more information by using effective questioning 

techniques 

 How to empathise with the customer and maintain rapport 

 What it means to handle a customer professionally 

 How to handle mistrustful customers, angry customers, concerned customers, demanding 

customers and many more 

 What to say in different situations and how to say it 

 How to use body language to enhance your communication and read the true intention of 

customers 

Participants will leave the session with a greater understanding of the tools and techniques used to 

deliver 5 star customer service, as well as confidence in how to apply these techniques to their 

workplaces. The highly practical session will be full of interactive exercises and scenarios that will involve 

participants discussing, practicing and applying told and techniques in a safe environment, with the 

facilitation of our seasoned trainer.  

The session will be delivered by Aminath Rushma, a 5 star customer service expert with experience in 

delivering customer service related training across the Maldives. Rushma holds a Masters of Managerial 

Psychology and a BA (Hons) in Human Resource Management, and has worked with MAPS College in 

various capacities since 2011 

 

Key Details: 

Date: Saturday 15 April 2017 Price per applicant: MVR 1,500/- 
Venue: MAPS College, Malé To Book: Visit www.maps.edu.mv or call 331 4621. 

 

mailto:info@maps.edu.mv
http://www.maps.edu.mv/
http://www.maps.edu.mv/
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Building the Perfect Team: Team Building and Staff Motivation Masterclass  

Turning a group into a team is a challenge for new and experienced manages alike. This Team Building 

and Staff Motivation Masterclass aims to support team leaders and managers in creating a highly 

motivated team that works together to achieve its organisational objectives.   

The Team Building and Staff Motivation Masterclass is designed for line managers and team leaders who 

have responsibility for overseeing one or more other staff members. Participants may be new line 

managers or experienced team leaders or middle management staff looking to refresh their 

management skills. Participants will be from a broad range of industries, giving a great opportunity for 

participants to learn about the experiences of managers from other organsiations and sectors.  

The Masterclass aims to develop top-class team building and motivational skills within participants, 

alongside the underpinning theoretical knowledge. Key outcomes of the session include the following; 

 Managing conflict 

 Team motivation 

 How to make brilliant team decisions  

 How to lead productive team meetings  

Participants will leave the session with an understanding of the key motivational theories and how to 

apply them within the workplace. They will have been exposed to practical activities allowing them to 

test the application of techniques in a safe environment, building their confidence and awareness of the 

techniques explored in the workshop. 

The session will be delivered by Manoj Nair, one of the Maldives most experienced corporate trainers. 

Manoj has worked with many of the largest organizations in the Maldives as a consultant and trainer, 

applying his twenty years of senior leadership experiences to solving business problems and helping 

staff better understand their organizations. Manoj holds a Master’s degree from the University of 

Kerala. Manoj specializes in management skills and soft skills, including management and leadership 

skills and staff coaching and mentoring. Manoj has worked with MAPS College in various capacities since 

2004.  

 

Key Details: 

Date: Saturday 29 April 2017 Price per applicant: MVR 1,500/- 
Venue: MAPS College, Malé To Book: Visit www.maps.edu.mv or call 331 4621. 

 

 

  

mailto:info@maps.edu.mv
http://www.maps.edu.mv/
http://www.maps.edu.mv/
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Building the Perfect Receptionist: 5 star service delivery Masterclass  

The 5 Star Service Delivery Masterclass is designed for front-line reception staff who need to deliver 

excellent customer service as the face of their organisations. Reception staff set the tone for all 

interactions within an organisation, and are often the first person a customer or stakeholder speaks to 

and interacts with. This workshop is designed for reception staff who work with customers and 

stakeholders either face-to-face, over the telephone, or online. Attendees may be their sole company 

receptionist, or may be working as part of a larger team. Participants can be from any industry, and may 

be new to reception work, or experienced professionals looking to brush-up their skills.  

The Masterclass aims to develop critical customer service and communication skills within participants, 

including the following; 

 The fundamentals of service delivery 

 Effective telephone communication skills 

 How to interact with different type of stakeholders and different personalities 

 How to empathise with stakeholders and maintain rapport 

 What it means to communicate professionally 

 How to handle difficult interactions  

 How to use body language to enhance your communication skills 

Participants will leave the session with a greater understanding of the tools and techniques used to 

ensure 5 star service delivery and manage a busy reception, as well as confidence in how to apply these 

techniques to their workplaces. The highly practical session will involve participants discussing, 

practicing and applying told and techniques in a safe environment, with the facilitation of our seasoned 

trainer.  

The session will be delivered by Mohamed Zaushan, a seasoned communicator who has delivered 

training programmes across the Maldives over the past five years. Zaushan specializes in communication 

and customer service skills, and holds a Bachelors degree in Business Management.  

 

Key Details: 

Date: Saturday 29 April 2017 Price per applicant: MVR 1,500/- 
Venue: MAPS College, Malé To Book: Visit www.maps.edu.mv or call 331 4621. 

  

mailto:info@maps.edu.mv
http://www.maps.edu.mv/
http://www.maps.edu.mv/
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Managing Performance Masterclass: Getting the most from your staff 

How do you ensure your staff are working effectively? What techniques can you use to transform 

underachieving staff into star performers? This Masterclass explores these issues and many more in a 

highly practical way, giving managers and those responsible for managing performance the tools and 

techniques needed to get the most from their staff.  

The Managing Performance Masterclass is designed for middle and senior managers who have 

responsibility for overseeing staff members. Participants may be new line managers or senior staff 

looking to identify new techniques and tips to support their day-to-day management activities. 

Participants will be from a broad range of industries, giving a great opportunity for participants to learn 

about the experiences of managers from other organsiations and sectors.  

The Masterclass aims to develop critical skills in managing performance, alongside the underpinning 

theoretical knowledge. Key aspects of the session include the following; 

 Managing team performance 

 The performance appraisal process 

 Identifying performance expectations 

 Preparing for effective appraisal discussions 

 Conflict resolution 

 Staff guidance and support 

Participants will leave the session with an understanding of key performance management theories and 

how to apply them within the workplace, as well as tools and techniques used to manage 

underperformers and keep star players engaged. Participants will be involved in a range of practical 

activities, allowing them to test the application of techniques in a safe environment, and build their 

confidence and awareness of the techniques explored in the workshop. 

The session will be delivered by Manoj Nair, one of the Maldives most experienced corporate trainers. 

Manoj has worked with many of the largest organizations in the Maldives as a consultant and trainer, 

applying his twenty years of senior leadership experiences to solving business problems and helping 

staff better understand their organizations. Manoj holds a Master’s degree from the University of 

Kerala. Manoj specializes in management skills and soft skills, including management and leadership 

skills and staff coaching and mentoring. Manoj has worked with MAPS College in various capacities since 

2004. 

 

Key Details: 

Date: Saturday 6 May 2017 Price per applicant: MVR 1,500/- 
Venue: MAPS College, Malé To Book: Visit www.maps.edu.mv or call 331 4621. 

  

mailto:info@maps.edu.mv
http://www.maps.edu.mv/
http://www.maps.edu.mv/
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Achieving Success: Executive Leadership Masterclass  

Leadership can be a daunting task, particularly for new leaders or those of us to whom leadership does 

not come naturally. Many new leaders find they struggle with the concept of leadership, and how to 

differentiate between being an effective manager, and a purposeful leader. The Executive Leadership 

Masterclass provides participants with an opportunity to reflect on their own leadership style, and its 

effectiveness in a variety of situations. It also provides executive leaders with a greater understanding of 

how to apply specific leadership concepts within their workplaces.   

The Executive Leadership Masterclass is designed for staff with responsibility over business units or 

departments, or for staff being developed to oversee such positions in the future.  Participants may be 

new senior managers, and will often have moved from technical roles to leadership/management roles 

within an organisation. Participants will be from a broad range of industries, giving a great opportunity 

for individuals to learn about the experiences of leaders from other organsiations and sectors.  

Through an experiential learning method, the Masterclass aims to develop learners’ capabilities and 

confidence in the area of leadership using both traditional and contemporary models. It will explore 

methods of developing and empowering people, and how to manage, communicate and motivate 

people to get the most from a team. Key objectives of the session include the following; 

 Understand the nature and principles of leadership.  

 Explain the differences between leadership, mentoring and coaching, and how each of these are 

practiced in the workplace  

 Identify characteristics of an effective leader  

 Understand the styles and impact of leadership 

 Enhance personal leadership styles that will make them effective in managing people and 

organisations 

 Identify leadership power and control 

Participants will leave the session with an understanding of key leadership theories and how to apply 

them to themselves and their situations, as well as tools and techniques used to achieve success within 

their organisations. Participants will be involved in a range of practical activities, allowing them to test 

the application of techniques in a safe environment, and build their confidence and awareness of the 

techniques explored in the workshop. 

The session will be delivered by Aminath Rushma, a highly experienced corporate trainer and expert in 

management and leadership theory and techniques. Rushma holds a Masters of Managerial Psychology 

and a BA (Hons) in Human Resource Management, and has worked with MAPS College in various 

capacities since 2011 

Key Details: 

Date: Saturday 6 May 2017 Price per applicant: MVR 1,500/- 
Venue: MAPS College, Malé To Book: Visit www.maps.edu.mv or call 331 4621. 

  

mailto:info@maps.edu.mv
http://www.maps.edu.mv/
http://www.maps.edu.mv/
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Project Management: Theory and Application Masterclass  

Project Failure has been identified as one of the key issues facing organisations, with estimates 

suggesting that up to 1 in 3 projects fail. A major factor in project success or failure is the project 

management skills of the implementing team. This Masterclass provides participants with an 

introduction to the key theories of project Management, and guidance on how to apply them to real life 

projects.  

The Project Management Masterclass is designed for any staff members involved in managing or 

implementing projects. This may include technical experts or supervisory staff members, and will cover 

project types from a range of different industries. Participants may have no prior experience of project 

management theory, or may be looking to brush-up on their project management techniques to ensure 

they deliver success for their organisation.  

The Masterclass aims to cover key project management concepts, and provide participants with tools 

and techniques to enable the concepts to be applied within their organisations. Key aspects of the 

session include the following; 

 The project life-cycle 

 Project management processes 

 Planning, organising, implementing and controlling projects 

Participants will leave the session with a stronger understanding of what project management is, and a 

theoretical framework for understanding how to manage specific projects. Participants will undertake a 

series of practical activities and discussion to examine how the theories and concepts should be applied 

to real world situations, allowing them to develop their skills in project management in a safe 

environment.  

The session will be delivered by Manoj Nair, one of the Maldives most experienced corporate trainers. 

Manoj has worked with many of the largest organizations in the Maldives as a consultant and trainer, 

applying his twenty years of senior leadership experiences to solving business problems and helping 

staff better understand their organizations. Manoj holds a Master’s degree from the University of 

Kerala. Manoj specializes in management skills and soft skills, including management and leadership 

skills and staff coaching and mentoring. Manoj has worked with MAPS College in various capacities since 

2004. 

 

Key Details: 

Date: Saturday 13 May 2017 Price per applicant: MVR 1,500/- 
Venue: MAPS College, Malé To Book: Visit www.maps.edu.mv or call 331 4621. 

 

 

mailto:info@maps.edu.mv
http://www.maps.edu.mv/
http://www.maps.edu.mv/

