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Introduction:
This training program is designed to provide participants with advanced expertise in customer relationship
management, equipping them with the skills to build, sustain, and enhance customer loyalty. It emphasizes

strategic customer management practices, effective communication, and the use of technology to optimize
customer experiences.

Program Objectives:
By the end of this program, participants will be able to:
e Understand key principles of customer management and relationship building.
¢ Develop and implement strategies for enhancing customer loyalty and retention.
¢ Leverage communication skills to address customer needs effectively.
» Utilize data and technology for customer insights and management.

e Optimize the customer journey to align with organizational goals.

Target Audience:
e Customer relationship managers.
¢ Sales and account managers.
¢ Business development professionals.
¢ Marketing specialists focusing on customer engagement.

* Customer service team leaders and supervisors.

Program Ouitline:
Unit 1:
Foundations of Customer Management:
¢ Understanding the role of customer management in business success.

¢ Principles of building and maintaining customer relationships.
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e The customer lifecycle and its impact on organizational strategy.
e |dentifying key drivers of customer satisfaction and loyalty.

¢ Ethical considerations in customer management practices.

Unit 2:
Strategic Customer Relationship Management CRM:
e Introduction to CRM systems and their functionalities.

e How to implement CRM strategies to improve customer interactions.

Methods of analyzing customer data to identify trends and opportunities.
e Segmentation and targeting for personalized customer engagement.

e Measuring the ROI of CRM initiatives.

Unit 3:

Communication and Conflict Resolution:
e Enhancing communication skills for effective customer interactions.
¢ Active listening techniques to understand customer needs.

¢ Addressing customer concerns and resolving conflicts professionally.

How to building rapport and trust to strengthen relationships.

¢ Leveraging digital communication tools for seamless engagement.

Unit 4:
Customer Retention and Loyalty Programs:
¢ Designing customer retention strategies for long-term success.
¢ How to create and manage loyalty programs to boost engagement.
¢ Measuring the effectiveness of retention initiatives.
e Addressing churn and implementing recovery strategies.

* Best practices for maintaining high customer retention rates.
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Unit 5:
Optimizing the Customer Journey:
¢ Mapping the customer journey for better insights.
e Identifying pain points and improving touchpoints across channels.
* Integrating omnichannel strategies for seamless customer experiences.
e Utilizing feedback to refine customer management processes.

¢ Aligning customer journey improvements with business goals.
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