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Course Introduction:

This course fits comfortably between two categories: customer service and marketing. Covering
concepts such as customer satisfaction and loyalty justify its belonging to the 'customer service'
category. However, looking in detail at concepts such as customer segmentation, customer
profitability, customer surveys, the customer value proposition and loyalty schemes makes it also

extremely valuable for the marketing functions of an organization.

Course Objectives:

By the end of the program, participants will be able to:

e Improve customer satisfaction, retention, loyalty and measure them in a meaningful and
systematic way.

e Include a profitability dimension to any customer loyalty strategy.

e Plan, manage and analyze impactful customer satisfaction surveys.

o Define customer segments, profiles and models for maximum strategic as well as tactical
impact.

e Create "Customer Value Propositions" that work.

e Develop loyalty schemes: know what to avoid and how to improve them.

Who Should Attend?

All marketing staff at any level in the organization, CRM and data mining departments, market
research, loyalty scheme managers and supervisors, product managers, business unit managers, sales
managers and supervisors, customer care managers and supervisors, analysts and any interested

decision maker, department head or supervisor.

Course Outline:

Key Definitions
o Customer Satisfaction, Retention, Loyalty and Delight

e Levels of Loyalty

Key Loyalty Measurements
e Customer Satisfaction Index and Customer Retention Rate (CRR)
e Profit Impact of CRR

o Customer Life Expectancy and Customer Loyalty Index
Loyalty and Profits
e General Accepted Accounting Principles (GAAP) Shortfall

e Activity Based Costing (ABC)
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e Customer Profitability and the Whale Curve
e Customer Profitability at Best Practice Companies

e The Strategy Quadrant

Survey Design
e Objective of the Survey
e Population of Interest
e Writing the Questions
e Sampling Methods

e Administration and Analysis

Customer Satisfaction Surveys
e Guidelines, Methods and Metrics
e Transactional versus Image-Based Satisfaction Surveys
e Who and What to Measure
e What and How to Ask

Segmenting your Customers
e Attitudinal and Behavioral Dimensions
e Business to Business (B2B)
e Business to Consumer (B2C)

e Customer Profile and Modeling

Key to Loyalty: A "Customer Value Proposition” that Works
e A Powerful Value Proposition
e The Voice of the Customer

e Core Competencies and Core Values

Building Customer Loyalty
e The 6 Ps of Customer Loyalty
e The Two Tier Approach

e Tips, Ingredients and Laws of Customer Loyalty

Monitoring Performance
e Background and Expectations
e Building a Successful Scheme

e Cause Marketing and Customer Buy-in
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Course Methodology:

A variety of methodologies will be used during the course that includes:
e (30%) Based on Case Studies
e (30%) Techniques
e (30%) Role Play
e (10%) Concepts
e Pre-test and Post-test
e Variety of Learning Methods
e lectures
e Case Studies and Self Questionaires

e Group Work

Course Fees:

To be advice as per course location. This rate includes participant's manual, Hands-Outs, buffet

lunch, coffee/tea on arrival, morning & afternoon of each day.

Course Certificate:

International Center for Training & Development (ICTD) will award an internationally recognized

certificate(s) for each delegate on completion of training.

Course Timings:

Daily Course Timings:
08:00 - 08:20 Morning Coffee / Tea
08:20 - 10:00 First Session
10:00 - 10:20 Coffee / Tea / Snacks
10:20 - 12:20 Second Session
12:20 - 13:30 Lunch Break & Prayer Break
13:30 - 15:00 Last Session

CS111 | REVISION 000 PAGE 4 OF 4



