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:Course Introduction / Overview

In the fast-paced world of global trade, the role of a customs broker extends far beyond mere paperwork and
compliance. It demands a sophisticated blend of regulatory expertise and exceptional client management. This
course is meticulously designed to bridge the gap between operational execution and strategic client partnership,
transforming participants into indispensable assets for their clients and organizations. We delve into the
complexities of customs clearance, tariff classification, and trade compliance, drawing on principles outlined in
seminal works like "Mastering Import & Export Management” by Thomas A. Cook. The curriculum, developed by
experts at BIG BEN Training Center, emphasizes that sustainable success in customs brokerage is built on a
foundation of trust, clear communication, and proactive problem-solving. This program moves beyond theory,
providing actionable strategies to navigate the intricate customs landscape while building and maintaining
profitable, long-term client relationships. Participants will learn to anticipate client needs, manage expectations
effectively, and position themselves as strategic trade advisors, ensuring both compliance and unparalleled

.customer satisfaction in a competitive market

:Target Audience / This training course is suitable for

.Customs Brokers and Agents e

Import and Export Managers e

.Logistics and Supply Chain Coordinators e
.Freight Forwarding Professionals e

.Trade Compliance Specialists e

.Shipping and Maritime Operations Staff e

.Procurement and Sourcing Professionals e
.Client Relationship Managers in Logistics e

.Business Owners involved in international trade e

:Target Sectors and Industries

.Logistics and Supply Chain Providers e
.Manufacturing and Industrial Production e
.Retail and Consumer Goods e
.E-commerce and Online Retail
.Pharmaceutical and Healthcare e
Automotive and Aerospace e

.Technology and Electronics e

.Government Agencies and Trade Authorities e
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.Procurement and Purchasing

.Trade Compliance and Regulatory Affairs

.Customer Service and Client Relations

.Sales and Business Development e

.Finance and Accounting

:Course Offerings

:By the end of this course, the participants will have able to

.Master the intricacies of customs valuation, tariff classification, and documentation e

.Develop robust strategies for managing the entire client lifecycle, from onboarding to retention e
.Navigate complex international trade regulations and compliance requirements with confidence e
.Implement effective communication and negotiation techniques for client interactions e
.Proactively identify and resolve potential customs issues to prevent delays and penalties e
.Leverage technology to enhance brokerage operations and client service delivery e

.Conduct internal reviews to prepare for and successfully manage customs audits e

.Build and maintain strong, profitable, and long-lasting client partnerships e

:Course Methodology

The training methodology for this course is designed to be highly interactive, practical, and engaging, ensuring that
participants can immediately apply their learning in a professional context. At BIG BEN Training Center, we believe
in learning by doing. The program moves beyond traditional lectures to incorporate a dynamic blend of expert-led
presentations, real-world case study analysis, and interactive group workshops. Participants will engage in role-
playing scenarios simulating complex client negotiations and problem-solving situations, allowing them to practice
their skills in a controlled, supportive environment. Collaborative team exercises will focus on tackling challenges
related to customs documentation, tariff classification, and compliance. Ample time is allocated for Q&A sessions,
peer-to-peer discussions, and direct feedback from our experienced instructors. This hands-on approach ensures a
deeper understanding of both the technical aspects of customs brokerage and the nuanced art of client

.management, fostering skills that drive both compliance and commercial success

:(Course Agenda (Course Units

Unit One: Foundations of Modern Customs Brokerage

.The Evolving Role of the Customs Broker in Global Trade e
.Core Principles of International Trade Law and Agreements e
.Understanding Incoterms 2020 and Their Impact on Transactions e

.An Overview of_@h_e World Customs Organization (WCO) Framework e
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.Comprehensive Guide to Import and Export Documentation

.Special Customs Procedures including Warehousing and Temporary Admission

.Managing Duties, Taxes, and Other Government Charges

.Best Practices for Avoiding Common Compliance Pitfalls and Penalties

Unit three: The Client Management Lifecycle

.Developing a Professional Client Onboarding Process

.Establishing Clear Service Level Agreements (SLAs) and Expectations
.Effective Communication Strategies for a Global Clientele
.Techniques for Proactive Updates and Information Sharing

.Building Trust and Rapport with New and Existing Clients
.Understanding and Mapping the Client's Supply Chain Needs

.Conducting Regular Client Performance Reviews

Unit Four: Advanced Client Relations and Strategic Growth

.Handling Difficult Conversations and Managing Client Complaints
.Negotiation Skills for Pricing, Service Scopes, and Contracts
.Conflict Resolution Techniques for Broker-Client Disputes
.Identifying Opportunities for Upselling and Cross-selling Services
.Transforming from a Service Provider to a Strategic Trade Advisor
.Strategies for Long-Term Client Retention and Loyalty

.Gathering and Utilizing Client Feedback for Continuous Improvement

Unit Five: Future-Proofing Brokerage Operations

.Leveraging Technology and Automation in Customs Processes
.Introduction to Global Trade Management (GTM) Software
.Preparing for and Navigating a Formal Customs Audit

.The Impact of E-commerce on Customs Clearance Procedures
.Trends in Digital Customs and Single Window Systems

.Integrating Sustainability and Green Logistics into Brokerage Services

.Developing a Personal Action Plan for Professional Growth
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This training course spans five days, wWith « g between 4 to 5 hours, including breaks and

.interactive activities, bringing the total duration to 20 - 25 training hours

:Something to think about

In an era of increasing automation and Al in logistics, how can a customs broker’s interpersonal and client

?management skills become their most valuable, non-automatable asset

What unique qualities does this course offer compared to other
?2courses

This course distinguishes itself by offering a holistic and integrated approach that uniquely combines deep
technical customs knowledge with advanced client management strategies. While many training programs focus
exclusively on the regulatory and operational aspects of customs brokerage, this course recognizes that long-term
success is equally dependent on building strong, strategic client partnerships. We move beyond the "what" of
compliance to explore the "how" of client engagement, teaching participants not just how to clear shipments, but
how to become trusted advisors who add tangible value to their clients’ supply chains. The curriculum is built
around practical, scenario-based learning, using real-world case studies to challenge participants to solve complex
problems that require a blend of technical accuracy and diplomatic communication. Rather than simply reciting
regulations, our expert instructors facilitate a dynamic learning environment where participants develop the
synergistic skills needed to navigate both customs authorities and client expectations with equal confidence and

.professionalism, ensuring both operational excellence and business growth
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