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[bookmark: _Toc527840582]1. 	Purpose and Objective

1.1	The purpose of the Client Relations Standard Operating Procedures (SOP) is to orient, guide, clarify and assist Client Relations staff and other applicable client facing staff to the standards of client communication, message and management of client interaction from the time they approach Maharat Learning Center (MLC) for services, to the time they become a client.
1.2	The objectives of the Client Relations SOP are:
· To standardize the information given to the client at any time by anyone, across all departments and locations.
· To improve interaction with client and convert the phone calls into a visit and to become a buying client.
· To manage client expectations and provide them with knowledge and comprehensive information.
· To build confidence in interacting with the clients.
· Provide information about MLC services and procedures to help staff understand their responsibilities.
· Clarify involvement of each staff in the tour.
· Reduce communication gaps that exist between departments.
· Ensure optimum business operations and consistent delivery of services 
· Improve employee productivity by having an authoritative source for answers to common client questions.
· Build rapport and trust with all clients across all services and departments.
[bookmark: _Toc506194519][bookmark: _Toc448134435][bookmark: _Toc520884222][bookmark: _Toc527840583]2.	Scope

2.1	This SOP covers customer services related activities that form part of the Client Relations team function, and is applicable to all staff working in and with the Client Relations team.
2.2	The Client Relations SOP should be read and followed in conjunction with the Client Relations Policy (CR007).
[bookmark: _Toc506194520][bookmark: _Toc444446610][bookmark: _Toc444434775][bookmark: _Toc520884223][bookmark: _Toc527840584]3. 	Definitions and Abbreviations

3.1	MLC: Maharat Learning Center
3.2	CEIMC: Child Early Intervention Medical Center
3.3	CLEMC: Child Learning and Enrichment Medical Center
3.4	CEO/MD: Chief Executive Officer/Managing Director
3.5	PD: Principal Director
3.6	HR: Human Resources
3.7	HOD: Head of Department
3.8	ABA: Applied Behavior Analysis
3.9	MLA: Maharat Learning Academy
3.10	SLT: Speech-Language Therapy
3.11	OT: Occupational Therapy
3.12	VT: Vision Therapy
3.13	SLD: Specific Learning Difficulties
3.14	ASD: Autism Spectrum Disorder
3.15	ADHD: Attention Deficit Hyperactivity Disorder
3.16	SOP: Standard Operating Procedures
3.17	UAE: United Arab Emirates
3.18	ASDAN: Award Scheme Development and Accreditation Network (UK)
3.19	STEM: Science, Technology, Engineering, Math
3.20	IEP: Individualized Education Plan
3.21	CSR: Corporate Social Responsibility
3.22	DHCC: Dubai Healthcare City
3.23	CDA: Community Development Authority
3.24	KHDA: Knowledge & Human Development Authority
3.25	DHA: Dubai Health Authority
3.26	BACB: Behavior Analyst Certification Board
3.27	BCBA: Board Certified Behavior Analyst
3.28	RBT: Registered Behavior Technician
3.29	ASHA: American Speech and Hearing Association
3.30	DTT: Discrete Trial Training
3.31	PVT: Pivotal Response Treatment
3.32	NET: Natural Environmental Training  
3.33	VB: Verbal Behavior
[bookmark: _Toc520884224][bookmark: _Toc527840585]4. 	Policy

4.1	All Center personnel working in client facing roles are responsible for adhering to the guidelines stated in this SOP and are responsible for ensuring consistent implementation of all procedures described in this SOP.
[bookmark: _GoBack]4.2	The Center Manager is responsible for the administration of the SOP which includes any approved updates or amendments.  All changes, deletions or revisions to policy need to be approved by the Center Manager. Any exceptions to these procedures will be reviewed on a case by case basis and will need to be approved by the Center Manager and/or applicable Head of Department (HOD), prior to obtaining final policy approval from Management, in adherence to the Delegation of Authority (CG003).
4.3	In addition to this document and the above mentioned documents, the Center maintains detailed policies and procedures that address the following Client Relations related functions, which should be read and utilized in conjunction with this SOP:-
· CR004 – Maharat Learning Center Parent Handbook
· CR007 – Client Relations Policy
· CR008 – Client Concerns & Complaints Policy
· CR023 – Client Records Policy
[bookmark: _Toc506194522][bookmark: _Toc520884225][bookmark: _Toc527840586]5. 	Procedure
[bookmark: _Toc527840587]5.1	Introduction and Interaction with Client

[bookmark: _Toc527840588]5.1.1	Objectives
· Build rapport and trust with parents and caregivers to improve service buy in.
· Interact with the parents and understand their concerns and needs.
· Provide basic information about the service model, processes, programs (ASDAN, STEM, IEP, life skills, behavioral support and ABA techniques and tools, inclusion model), our locations and languages, our brand and recognition awards.
· Go through the expertise of our staff and International consultants. 
· Give information about our technology center, our specialized programs, MLA, the service we provide and who we are and understand what to expect when they come for the tour.
· Provide information about our CSR program.
· Identify the client category and their opportunity for buying
· Inquire about and note any potential barriers to attendance.
· Collect information for the online inquiry form and fill it.
· Invite the client for tour and visit to the center.
[bookmark: _Toc527840589]5.1.2	Instructions when taking a Call
· Calls should be answered within three (3) rings. If the phone cannot be answered by another person, please politely place the current call on hold and answer the new incoming call.
· A bright and cheerful greeting will lift the caller spirits and sets the proper tone for the call. 
· Don’t mumble or race through the greeting. This can give the impression that you don’t have time for the caller. 
· State your name at the beginning of the call and ask the caller how you can assist him/her. Your first name is sufficient. Giving your name makes the call personable and friendly.
· Listen actively to what the caller is saying. Saying “okay, yes, ahuh” will let the caller know you’re listening. 
· Avoid making any interruptions. Once done, restate his/her concerns, give proper empathy statements (if caller is upset/ irate) and offer assistance.
[bookmark: _Toc527840590]5.1.3	Guideline Information to use during any Client Interaction

5.1.3.1Refer to the below information to be discussed over the telephone with the client when appropriate and try to cover all aspects where possible/applicable.
The Service
1. Who we are: we are a group of companies specialized in medical and educational support for children with developmental, cognitive and behavioral challenges disorders. We operate through our three locations in DHCC, Festival City and Al Barsha.
2. Our two medical centers provide psychological, cognitive, behavioral, learning, emotional, developmental, speech and language assessment;  therapeutic and early intervention services that includes Speech and Language Therapy (SLT), Applied Behavioral Analysis (ABA) / Behavioral Intervention, Occupational Therapy (OT), Vision Therapy (VT), Psycho-therapy and Social Group Therapy.  Behavioral Intervention and SLT is available in both Arabic and English languages.
3. Our educational center; Maharat Learning Center (MLC) provides a state of the art smart learning environment equipped with the latest technology for learning and teaching.
4. We accept children with Specific Learning Difficulties (SLD) such as Dyslexia, Dyscalculia, and Dysgraphia as well as children with variety of cognitive and developmental disorders such as Autism Spectrum Disorder (ASD) and Attention Deficit Hyperactivity Disorder (ADHD).
5. We can provide service at the residence or any of our Center locations as well as in schools and on outings to deal with real life, natural environment situations.
6. We have an International Supervision program to support clients out with the UAE with programs and training.
7. Our model supports children from the time of diagnosis all the way to school and optimistically to college.
8. We also provide prevocational, vocational and life skills and help young adults to become independent and coach them towards finding a job.
The Brand
1. The first center was established in 2008 by Dr. Hibah Shata who has a daughter on the Autism Spectrum. Her vision is to include all children in mainstream schools and society.  She has dedicated her efforts to support children with special educational needs.
2. CEIMC is licensed under DHCC, CLEMC is licensed under DHA, Maharat is licensed under CDA.
3. We have successfully mainstreamed over 100 students in UAE schools and nurseries.
4. CEIMC has been awarded the first place pediatric rehabilitation center by DHCC in 2017 and received several awards including the SME Award 2015, Finalist for the DAMAN Health Award, Princess Haya Award for the Special Needs Centers, DHCC excellence Award and MEA Market Award.
5. We support the community with annual conferences, awareness walk and many educational activities for professionals, parents and fun activities for children.
The Staff
1. Our team are highly trained professionals. 
2. Our Clinical Psychologists are PhD holders from the UK.
3. Our Speech-Language Pathologists (SLPs) are certified from the American Speech and Hearing Association (ASHA).
4. Our Occupational Therapist is certified from the Royal College of Occupational Therapists.
5. Our Behavior Technicians and Behavioral Coordinators are Registered Behavior Technicians (RBT), and are RBT trained and registered through Behavior Analyst Certification Board (BACB).
6. Our Behaviors Supervisors and Program Director at MLC are Board Certified Behavior Analysts (BCBA).
Our Tools
1. At Maharat we are the first technology center to provide children with developmental delays the technical skills using STEM education concept, Robotic, virtual reality, 3D printing and other smart tools for learning and communication to enhance their technology knowledge and help them graduate a technology certification.
2. Every child is provided with a differentiated individual education plan and a behavioral support plan to help them succeed at school or college.
3. We use the modified ASDAN Curriculum for life skills from the age of 6 years.
4. Our Maharat Learning Academy uses the Modified British Curriculum.
5. Our Behavioral Intervention/Learning Support techniques use multiple tools including:
· DTT Discrete Trial Training
· PVT Pivotal Response Treatment
· NET Natural Environmental Training  
· VB Verbal Behavior
6. We are licensed as an Academic and Research Center by DHCC as well as a Training and Professional Development Center by the KHDA.
Additional Questions to be asked during the phone call:
· Ask for Nationality
· No. of Sibling: How many kids do you have other than-Child Name-.
· Which language is spoken at home? How many languages are spoken at home?
· Ask Mom if she works and where, ask for Dads job.
· Ask if the child is going to school, which school and from what time to what time.
· Would you like to be added to our data base and receive our newsletter?
· Would you like to attend our next coffee morning or afternoon tea?
· Would you like us to call you to remind you with our upcoming parent training session?
· Samples of Questions and appropriate answers :
	What you Mean
	Tell the Caller:

	“He/She is out”
	“He/She is not in the office at the moment. Would you like to leave a message”

	“I don’t know where he/she is”
	“He/She has stepped out of the office. Would you like to leave a message”

	“He/She is in the washroom”
	

	“He/She hasn’t come yet”
	“I expect him/her shortly. Would you like to leave a message”

	“He/She took a day off ”
	“He/She is out of office for the day. Can someone else help you or would you like to leave a message”

	“He/She wouldn’t like to be disturbed”
	“He/She is unavailable at the moment. Would you like to leave a message”

	“He/She is busy”
	



[bookmark: _Toc527840591]5.1.4 Telephone Script – Academy

Client Relations (CR): “Good Morning/Afternoon! This is Maharat Learning Center, My name is _______, how may I help you?”
Potential Client 1 (PC): I have a 4 year old child who has poor eye contact, doesn’t respond to his name, seems like he has his own world, doesn’t play with other kids. We wanted to put him in a school like set up but we aren’t sure how it works.
CR: I will be glad to assist you getting started with our services. May I know your name?
*If potential client only gives limited information, client relations officer should ask probing questions.
CR: Mr.Mrs.______, could you kindly give me a more detailed description of your concerns so I can better assist you with the department you may require services with” 
Client Relations may ask about the child’s eye contact, social communication and any stereotype/repetitive behaviors. 
Client Relations opens CRM & Pipedrive New Inquiry Page and obtains information: 
· Child’s Name
· Child’s DOB
· Phone Number
· Email Address
· Languages spoken at home
· School
· Any Diagnosis 
· Previous Reports
· Source of Referral 
Client Relations will then explain briefly on Staff Credentials and Procedure.
CR:  Mrs. ________ Maharat Learning Academy provides a differentiated educational program to children and young adults with a range of special educational needs or who require specialized teaching approaches to help and support them to learn effectively.  Our innovative classrooms serve students from the age of 6 to 18, and classrooms and schedules follow a typical school environment. Students may learn on a 1:1, 2:1 or in a small group basis.  Our Learning Academy offers a differentiated and flexible approach to learning that incorporates academics, life skills and technology and is designed to provide a truly individualized yet progressive learning environment that is developmentally driven and emphasizes each student’s unique learning styles to ensure optimal learning.   

The curriculum and lessons will focus on academic skills, compliance, group participation and the development of social and communication skills. Academics include English, Math, Science and Technology and every student will have an Individualized Education Plan (IEP) with all relevant domains including:
· Academics 
· Behavior
· Communication
· Social/Emotional
· Motor
· Executive Functioning 
· Functional Independence 
· Vocational

The Learning Academy enables students to learn at their own pace in a positive, confidence-building, non-judgmental environment. Lessons are developed based on each student’s skill level and learning style and gives student’s freedom and flexibility while providing structure as needed in the classroom.

*Details of the Maharat Academy procedures are in the Academy Section of the kit.
Client Relations introduce clients to the new Smart Service and request to complete Initial Parent Questionnaire, book appointment, and complete payment procedure.
CR: Thank you. In order to proceed, an admission evaluation appointment with our team is required ahead of accepting a child for our Learning Academy.   This appointment is the opening evaluation that will be conducted with each and every child to determine compatibility and is specifically to enable the team to meet your child and observe their behaviors, skills, strengths and weaknesses.  Based on the evaluation, if the student is deemed ready they will be accepted into the Academy.  If your child is not deemed ready, further recommendations will be provided.  
Client Relations Provide further assistance
CR: If you have any questions in using the smart service, please feel free to get in touch with us. I will be calling you back tomorrow to ensure that you have had no difficulties accessing all facilities on the system. Would tomorrow at 1pm be okay?
PC: I don’t think I will have much difficulty, I will try making my payments and book the appointment once my husband comes home from work. I have an appointment tomorrow afternoon, if you would like to call the next day it will be better in the morning for me, please.”
Client Relations invites prospective client to visit the center for a tour to provide detailed information about the centers and services. Also, Client Relations advises prospective clients to bring their child along.
CR: Wonderful, I will certainly be in touch with you shortly regarding the service. We would also like to invite you to MLC for a tour where we will be able to give you a more detailed scope of the services our centers provide. You are more than welcome to bring “child’s name” to view the center and facilities they will be able to access.
PC: I will definitely discuss this with my husband and see if we will be able to come and see the center. 
CR: Is there anything else I can help you with.
PC: None thank you. You have answered all my queries.
CR: Thank you again for your time, I look forward to speaking with you again in the next few days. Have a lovely day.
[bookmark: _Toc527840592]5.1.5	Telephone Script – Behavioral Intervention (ABA Program)

CR: Good Morning/Afternoon! This is Maharat Learning Center, My name is _______, how may I help you?”
PC: My daughter was diagnosed with ASD by our family pediatrician just last month and was recommended for ABA.
CR: I will be glad to assist your child in getting started with our services. May I know your name?
Client Relations ask for the child’s age to determine which center the child will be enrolled to.
CR: Mr/Ms: ____May I ask how old is your child?**
CR:  Does your child attend school?**
** Enrolling the child in CEIMC or MLC will be as per the recommendation after the Intake Meeting
Client Relations opens CRM & Pipedrive New Inquiry Page and obtains information: 
· Child’s Name
· Child’s DOB
· Phone Number
· Email Address
· Languages spoken at home
· School
· Any Diagnosis 
· Previous Reports
· Source of Referral
Client Relations will then explain briefly on Staff Credentials and Procedure.
CR: An Intake Meeting appointment with our Principal Director, Mr. Jason Garner, is required to start a program with our Center.   Mr. Jason Garner has worked in the field of ABA and Behavioral Intervention / Modification for 20 years, provided in home supervision and has taught parents and therapists how to deliver intervention programs that have been specifically designed for many children of ages ranging from 1.5 years to 22 years. 
During the appointment, which is scheduled for 2 hours with parents and the child, you will discuss your child’s case history, goals and objectives. Mr. Jason will observe and assess your child’s behavior, skills, strengths and weaknesses and discuss the intervention program and recommended number of hours for your child. The frequency and number of t hours taken will be based on the recommendation OR the minimum requirement of 10 hours per week. The Intake Meeting, is the opening evaluation and meeting that Mr. Jason conducts to enroll each and every child in to our program, and is specifically to enable Mr. Jason to meet you and your child and observe their behaviors, skills, strengths and weaknesses in order to draw up an individualized treatment and age-appropriate treatment plan/program with particular learning objectives for him.  
*Detailed Professional Profile of Staff and Procedures are in the Behavioral Intervention Section of the kit.
CR:  Mrs. ____ may I know what are “child’s name” 3 most challenging behaviors?
PC: Uhm, she bangs her head on some occasions and hits her other siblings. It’s also a struggle to bring her to the malls as she doesn’t like loud sounds and crowded places. 
Client Relations introduce clients to the new Smart Service and request to complete Initial Parent Questionnaire, book appointment, and complete payment procedure.
CR: Thank you. In order to proceed with an Intake Meeting, we kindly request completion of the Initial Parent Questionnaire. 
Client Relations Provide further assistance
CR: If you have any questions in using the smart service, please feel free to get in touch with us. I will be calling you back tomorrow to ensure that you have had no difficulties accessing all facilities on the system. Would tomorrow at 1pm be okay?
PC: I don’t think I will have much difficulty; I will try making my payments and book the appointment once my husband comes home from work. I have an appointment tomorrow afternoon, if you would like to call the next day it will be better in the morning for me, please.”
Client Relations invites prospective client to visit the center for a tour to provide detailed information about the centers and services. Also, Client Relations advises prospective clients to bring their child along.
CR: Wonderful, I will certainly be in touch with you shortly regarding the service. We would also like to invite you to MLC for a tour where we will be able to give you a more detailed scope of the services our centers provide. You are more than welcome to bring “child’s name” to view the center and facilities they will be able to access.
PC: I will definitely discuss this with my husband and see if we will be able to come and see the center. 
CR: Is there anything else I can help you with.
PC: None thank you. You have answered all my queries.
CR: Thank you again for your time, I look forward to speaking with you again in the next few days. Have a lovely day.
[bookmark: _Toc527840593]5.1.6	Telephone Script – School Shadow 

CR: Good Morning/Afternoon! This is Maharat Learning Center, My name is _______, how may I help you?”
PC:  I have a 5 year old child studying in ______ school and the school has recommended to have a School Shadow as he is experiencing certain difficulty in academics
CR: I will be glad to assist your child in getting started with our services. May I know your name?
CR: Mr./Mrs.____ aside from his communication, does your child have any behavior issues? 
Client Relations opens CRM & Pipedrive New Inquiry Page and obtains information: 
· Child’s Name
· Child’s DOB
· Phone Number
· Email Address
· Languages spoken at home
· School
· Any Diagnosis 
· Previous Reports
· Source of Referral
Client Relations will then explain briefly on Staff Credentials and Procedure.
CR: MLC’s School Shadow services are provided via our Behavioral Intervention and Learning Support department at our center. We are pleased you have chosen our fully trained and experienced professionals to assess and work with your child, and we will be glad to assist you in getting started with our services.
School Shadow Services
As a component to a comprehensive intervention and learning support program, the Center provides School Shadowing services.  Our School Shadows are trained Registered Behavior Technicians or Paraeducators who provide your child with the level of support necessary for them to be successful in a regular education setting.
The shadows will be members of your child’s inclusion team who intimately understands their needs and has the skills to promote academic participation and social interactions to make the school day as productive as possible. Our School Shadows regularly consult with classroom teachers and related service providers, modify classwork as necessary, and may pre-teach and post-teach school lessons to ensure new information is learned.
Our RBT School Shadows and Paraeducators are skilled in providing the amount of support your child needs to be successful, and stepping back when support is not needed in order to promote independence. Through strategic prompting and fading techniques, support is systematically reduced over time. The ultimate goal is your child fully participating in school without shadow support.
Para-educator Services
Our 2nd level of School Shadow support is our Para-educator service.  Our Para-educators provide full time 1:1 school support for your child in the classroom.  They are trained in the principles of ABA and are trained to assist with behavior management in the classroom, modifications and academic support and facilitation of social interaction.  You will also be allocated a Case Manager who will oversee your child’s support and develop goals and monitor progress.  They can also be available to attend Parent and School meetings to ensure that we are all working together to better support your child.
In order to provide you and your child the opportunity to meet with the School Shadow services and discuss your concerns, your first appointment will be an Intake Meeting. An Intake Meeting appointment with our Program Director, Mr. Jason Garner, is required to start services with our Center.   During the appointment, which is scheduled for 2 hours with parents and the child, you will discuss your child’s case history, goals and objectives.  The Intake Meeting is the opening evaluation and meeting that Mr. Jason conducts to enroll each and every child in to services, and is specifically to enable Mr. Jason to meet you and your child and observe their behaviors, skills, strengths and weaknesses. 
*Detailed Professional Profile of Staff and School Shadow Service Procedures are in the School Shadow Service Section of the kit.
Client Relations introduce clients to the new Smart Service and request to complete Initial Parent Questionnaire, book appointment, and complete payment procedure.
CR: Thank you. In order to proceed with the Intake Meeting, we kindly request completion of the Initial Parent Questionnaire.”
Client Relations Provide further assistance
CR: If you have any questions in using the smart service, please feel free to get in touch with us. I will be calling you back tomorrow to ensure that you have had no difficulties accessing all facilities on the system. Would tomorrow at 1pm be okay?
PC: I don’t think I will have much difficulty; I will try making my payments and book the appointment once my husband comes home from work. I have an appointment tomorrow afternoon, if you would like to call the next day it will be better in the morning for me, please.”
Client Relations invites prospective client to visit the center for a tour to provide detailed information about the centers and services. Also, Client Relations advises prospective clients to bring their child along.
CR: Wonderful, I will certainly be in touch with you shortly regarding the service. We would also like to invite you to MLC for a tour where we will be able to give you a more detailed scope of the services our centers provide. You are more than welcome to bring “child’s name” to view the center and facilities they will be able to access.
PC: I will definitely discuss this with my husband and see if we will be able to come and see the center. 
CR: Is there anything else I can help you with.
PC: None thank you. You have answered all my queries.
CR: Thank you again for your time, I look forward to speaking with you again in the next few days. Have a lovely day.
[bookmark: _Toc527840594]5.1.7	Telephone Script – Specific Learning Disorder Tutoring (SLD)

CR: Good Morning/Afternoon! This is Maharat Learning Center, My name is _______, how may I help you?”
PC:  I have an 8 year old child who has been diagnosed with Specific Learning Disorder
CR: I will be glad to assist your child in getting started with our services. May I know your name?
CR: Mr./Mrs.____ aside from his communication does your child have any behavior issues? 
Client Relations to ask if child has eye contact, responds to his name, nods and points, plays with other kids or repetitive behavior. If yes, refer client to Psychology Department. Please refer to 1.1 – Telephone Script – Psychology (CEIMC doc)
Client Relations opens CRM & Pipedrive New Inquiry Page and obtains information: 
· Child’s Name
· Child’s DOB
· Phone Number
· Email Address
· Languages spoken at home
· School
· Any Diagnosis 
· Previous Reports
· Source of Referral
Client Relations will then explain briefly on staff Credentials and Procedure.
CR: Our SLD tutoring program is used to teach functional and relevant skills to give children and young adults with Specific Learning Difficulties such as Dyslexia, Dyscalculia, Dysgraphia, Attention Deficit Hyperactivity Disorder (ADHD) and Auditory Processing Disorder (APD) the tools and strategies they need to learn to succeed and lead happy and successful lives. Our comprehensive SLD tutoring program: 
· Provides one-on-one tutoring (in Arabic or English language) and sessions can be scheduled at our Center, in School or at your home residence. 
· Provides individualized and age-appropriate learning objectives to reflect each child’s strengths and needs and measurable targets are established as achievement goals for the program.
· The program may include phonics, sight reading, vocabulary, reading comprehension, writing including grammar and punctuation, spelling rules, assistive technology and typing to name but a few.
· Provides regular supervision on your child’s program to assess your child’s progress and update his/her program. 
· Supports the child, family, teachers and school administration when the child attends school.
· Supports parents and other family members throughout all the years the child attends services at our Center.

*Detailed Professional Profile of Staff and SLD Service Procedures are in the SLD Service Section of the kit.
Client Relations introduce clients to the new Smart Service and request to complete Initial Parent Questionnaire, book appointment, and complete payment procedure.
CR: Thank you. In order to proceed with the Intake Meeting, we kindly request completion of the Initial Parent Questionnaire through our MLC’s Smart Service. Additionally, you will be able to quickly and easily select appointment slots and complete your payment through this service. Kindly take note of your reference number _________.”
Client Relations Provide further assistance
CR: If you have any questions in using the smart service, please feel free to get in touch with us. I will be calling you back tomorrow to ensure that you have had no difficulties accessing all facilities on the system. Would tomorrow at 1pm be okay?
PC: I don’t think I will have much difficulty, I will try making my payments and book the appointment once my husband comes home from work. I have an appointment tomorrow afternoon, if you would like to call the next day it will be better in the morning for me, please.”
Client Relations invites prospective client to visit the center for a tour to provide detailed information about the centers and services. Also, Client Relations advises prospective clients to bring their child along.
CR: Wonderful, I will certainly be in touch with you shortly regarding the service. We would also like to invite you to MLC for a tour where we will be able to give you a more detailed scope of the services our centers provide. You are more than welcome to bring “child’s name” to view the center and facilities they will be able to access.
PC: I will definitely discuss this with my husband and see if we will be able to come and see the center. 
CR: Is there anything else I can help you with.
PC: None thank you. You have answered all my queries.
CR: Thank you again for your time, I look forward to speaking with you again in the next few days. Have a lovely day.
[bookmark: _Toc527840595]5.1.8	Telephone Script – International Supervision Services

CR: Good Morning/Afternoon! This is Maharat Learning Center, My name is _______, how may I help you?”
PC:  I have a 5 year old child residing in Saudi Arabia and looking for remote supervision for my child who is diagnosed with ASD
CR: I will be glad to assist your child in getting started with our services. May I know your name?
Client Relations opens CRM & Pipedrive New Inquiry Page and obtains information: 

· Child’s Name
· Child’s DOB
· Phone Number
· Email Address
· Languages spoken at home
· School
· Any Diagnosis 
· Previous Reports
· Source of Referral

Client Relations will then explain briefly on Staff Credentials and Procedure.
CR: We can provide a treatment program and plan for your child wherever you live with our International Supervision Program. We offer Program training and supervision in Dubai while parents/therapists run the program at the home country. Parents and/or therapists and child would travel to Dubai every three months to have team meetings, get programs updated, receive additional training and address any questions and concerns parents and/or therapists may have. 
On the first visit to Dubai to get stared, which is scheduled for 3 days, you would have an Intake Meeting with our Principal Director and assigned Case Supervisor.  The Intake Meeting provides you and your child the opportunity to meet with the Director and Case Supervisor and discuss your child’s case history. It is also the opportunity for the Director to observe and assess your child’s behavior, strengths and weaknesses to enable the team to draw up an individualized treatment and age-appropriate program with particular learning objectives for the child which would be the basis for the training.  
After the Intake Meeting on the first day, the assigned Case Supervisor shall provide training to therapists/staff that have been hired by the families, or in certain cases, parents may be trained.  Training will include ABA introduction theory, program implementation to fully understand the child's individualized program, and direct program training sessions and demonstration of behavioral/educational intervention. On day 3, there will be a feedback meeting to go over any final questions about the training and program. The first visit is inclusive of 25 hours of International Supervision Services for new clients, conducted over 3 days in Dubai, UAE.  
Visits thereafter should be scheduled on a quarterly basis and are inclusive of 20 hours of International Supervision Services for current clients, conducted over 2 days in Dubai, UAE. For services conducted in between scheduled International Supervision visits, Case Management services are provided inclusive of 4 hours of Case Management Services per quarter, for SKYPE meetings, conference calls, case review, report preparation, or email communications conducted from Dubai.
*Detailed Professional Profile of Staff and International Supervision Services Procedures are in the International Supervision Services Section of the kit.
Client Relations introduce clients to the new Smart Service and request to complete Initial Parent Questionnaire, book appointment, and complete payment procedure.
CR: Thank you. In order to proceed with the Intake Meeting, we kindly request completion of the Initial Parent Questionnaire.”
Client Relations Provide further assistance
CR: If you have any questions in using the smart service, please feel free to get in touch with us. I will be calling you back tomorrow to ensure that you have had no difficulties accessing all facilities on the system. Would tomorrow at 1pm be okay?
PC: I don’t think I will have much difficulty, I will try making my payments and book the appointment once my husband comes home from work. I have an appointment tomorrow afternoon, if you would like to call the next day it will be better in the morning for me, please.”
Client Relations invites prospective client to visit the center for a tour to provide detailed information about the centers and services. Also, Client Relations advises prospective clients to bring their child along.
CR: Wonderful, I will certainly be in touch with you shortly regarding the service. We would also like to invite you to MLC for a tour where we will be able to give you a more detailed scope of the services our centers provide. You are more than welcome to bring “child’s name” to view the center and facilities they will be able to access.
PC: I will definitely discuss this with my husband and see if we will be able to come and see the center. 
CR: Is there anything else I can help you with.
PC: None thank you. You have answered all my queries.
CR: Thank you again for your time, I look forward to speaking with you again in the next few days. Have a lovely day.
[bookmark: _Toc527840596]5.1.9	Telephone Script – Functional Behavior Assessment (FBA)

Functional Behavior Assessments - Generally this new inquiry is a referral from Psychology or a School or if a new inquiry comes and Principal Director will guide us if it is an FBA rather than an Intake.
Client Relations opens CRM & Pipedrive New Inquiry Page and obtains information: 
· Child’s Name
· Child’s DOB
· Phone Number
· Email Address
· Languages spoken at home
· School
· Any Diagnosis 
· Previous Reports
· Source of Referral
Client Relations will then explain briefly on Staff Credentials and Procedure.
CR: When a child's behavior disrupts home and/or classroom instruction, parents and/or teachers often address the problem by manipulating events that follow the misbehavior (e.g., verbal reprimands, isolation, detention, suspension). Experience has shown that this approach fails to teach the child acceptable replacement behaviors (i.e., behaviors that are expected and appropriate for the circumstances.) The child may respond to the consequences for the moment, but in many instances, what has been absent is a method for determining "why" the child misbehaved in the first place. Today, there is good reason to believe that the success of classroom behavior interventions hinges on identifying the likely causes and purposes of problem behavior, as well as finding ways to teach and promote appropriate replacement behaviors that serve the same "functions" as the inappropriate behaviors. 
When children engage in challenging behavior, a Functional Behavioral Assessment (FBA) is recommended in order to assess the behavior and provide recommendations. The assessment may include a record review, parent/teacher interviews, and direct observations of your child in the school and/or home setting. 
The fee for the Functional Behavior Assessment is AED4,000, which is payable in full in advance to scheduling a date for the Assessment, and includes up to 4  hours assessment and evaluation, production of an Assessment Report and a parent feedback session to discuss the report and recommendations.
*Detailed Professional Profile of Staff and Functional Behavior Assessment Procedures are in the Functional Behavior Assessment Section of the kit.
Client Relations introduce clients to the new Smart Service and request to complete Initial Parent Questionnaire, book appointment, and complete payment procedure.
CR: Thank you. In order to proceed with the FBA, we kindly request completion of the Initial Parent Questionnaire.”
Client Relations Provide further assistance
CR: If you have any questions in using the smart service, please feel free to get in touch with us. I will be calling you back tomorrow to ensure that you have had no difficulties accessing all facilities on the system. Would tomorrow at 1pm be okay?
PC: I don’t think I will have much difficulty; I will try making my payments and book the appointment once my husband comes home from work. I have an appointment tomorrow afternoon, if you would like to call the next day it will be better in the morning for me, please.”
Client Relations invites prospective client to visit the center for a tour to provide detailed information about the centers and services. Also, Client Relations advises prospective clients to bring their child along.
CR: Wonderful, I will certainly be in touch with you shortly regarding the service. We would also like to invite you to MLC for a tour where we will be able to give you a more detailed scope of the services our centers provide. You are more than welcome to bring “child’s name” to view the center and facilities they will be able to access.
PC: I will definitely discuss this with my husband and see if we will be able to come and see the center. 
CR: Is there anything else I can help you with.
PC: None thank you. You have answered all my queries.
CR: Thank you again for your time, I look forward to speaking with you again in the next few days. Have a lovely day.
[bookmark: _Toc527840597]5.2	Follow Up Calls

Objectives: 
· Ensure the client was able to access Smart System. 
· Ensure client has selected an appointment date.
· Ensure client has made payment.
· Build Rapport and Trust with all clients.
· Follow up client regarding the tour.
Instructions:
· Don’t start your relationship on the wrong foot
· Call on time
· Never, ever be late with your follow up call. Not even by a minute
· The promptness and respect you show on a follow up call reflects on you, your company and your services
· Be persistent, be polite, and be professional
CR: “Good morning (client’s name), it’s (employee’s name) from MLC, how are you doing? I was just calling to see if you have managed to successfully access the smart service system”
PC: “Hello, I am well thank you! I have had a look at the options available, my husband and I are just discussing with the school which day is best as some school will be missed.”
Client Relations offer to help in completing the form online (if assistance required) or invites client to the center to fill the form manually.
CR: Oh perfect; did you need any assistance completing the form online?”
 PC: I haven’t had chance to complete the forms yet as our internet connection is too weak.
CR: If you would like, we have a hard copy of the form here in the center. You can complete the form when come to visit our facility for a tour. May I know your most convenient time for a tour?
PC: I can only do Thursday afternoon. Would 4:30 be okay?
CR.  Definitely. I will be more than happy to welcome you here in the center. Please bring child’s name along so he can also see the facility. I’ll be sending you our location map as well. Is there anything else I can help you with?
PC: That’s all Thank you
CR: Thank you so much for your time Mr./Mrs. _______. I look forward to seeing you on Thursday.
[bookmark: _Toc527840598]5.3	Tour

Objectives: 
1. Discuss and Review procedures, appointments and fees.
2. Create and help build long-term relationships with the customer.
3. Give clients a first-hand experience on how therapies are being done and how the facility looks like.
Instructions:
1. Know Your Visitors’ Objectives
2. Prepare for Effective Tour Communication 
3. Have the Sample logbook ready 
4. Inform staff available for the tour
5. Inform housekeeping to prepare refreshments and toys for the client and parents
6. Inform Reception 
7. Show Off Your Professionalism
8. Dress Appropriately
9. Be knowledgeable of all services

Step 1 – Meet & greet by front desk staff when the client arrives (2 mins)
Step 2 – Housekeeping (HK) staff to give refreshments (3 mins). Give juice/ Have a basket of goodies ready to offer the child from he and his parents can choose the appropriate toy. Offer tea/ coffee to parents
Step 3 – Client Service Officer meets the client in the reception. 
1. Simultaneously HK staff or para-educators takes the child to play with them (if 2 to 5 year old)
1. If the child is young enough offer IPad in the reception area (have the required apps available on IPad)
Look client in the eyes with a smile on their face and say “Thank you for coming to meet me”. Listen to the client’s issue attentively, make notes and discuss on the below points – (15 mins).
i. Discuss on Service Provision Team Credentials (Behavioral Intervention/Learning Support/Academy/ SLD)
ii. Sample assessment report
iii. Talk about individualized programs for cognitive behavior, complex trauma, anxiety, depression, ADHD (we are experts), ADD, Dyslexia, learning difficulties etc. 
iv. Para-educators or HK to attend child while parents are in meeting with client services
Step 4 – Tour of the center/ talk about other services we offer -
1. Show the service provision rooms – talk about other services such as Behavioral Intervention, Academy, Shadow/Learning Support Services
1. While on the tour ensure the child is happy while the client peeps in the room
1. HK staff to be trained how to manage the child
1. HK staff to play with the child with different materials – such as 5 mins of play dough (create 3 or 4 different models), 5 mins of drawing/ cut, paste materials, 5 mins on swing
1. Make bubbles if the child is restless
Step 5 – Invite the parents back to the meeting room. Offer some refreshment again (10 mins) Discussion on –
1. Discussion on program, process fees
1. Show the process flow chart
1. Explain step by step the entire process i.e. initial consultation to assessment, discuss on the paper works i.e. IPQ, documents required etc
1. Give Info Pack to the client which should include IPQ, documents required, prices, flow chart etc
1. Explain the flowchart of the assessment outcome 
1. Initial Treatment Plan / Intake Report
1. Behavioral Intervention
1. School Shadow
1. Ask the client when should I fix the appointment for Intake/ Assessment for the child – offer 2 slots preferably (not many options)
1. Ask the client to pay – take upfront payment for Intake/ Assessment
Step 7 – Inform client that you are calling the accountant to collect the payment and while waiting for your return, play the testimonial video (3 mins)
Step 8 – Accountant takes payment. Appointment is confirmed. Parents collect child from room. Client Relations to give gift to child (age specific). Take picture (polaroid) of the child with the gift.
[bookmark: _Toc527840599]6. 	Related References / Documents

	CR004
	Maharat Learning Center Parent Handbook (English)
Maharat Learning Center Parent Handbook (Arabic)

	CR007
	Client Relations Policy

	CR008
	Client Concerns & Complaints Policy

	CR023
	Client Records Policy
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7.1	This SOP document will be reviewed every two years at a minimum or as required.
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8.1	Attachment A: Policy Authorization Page
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