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COURSE INTRODUCTION / OVERVIEW:

This comprehensive course provides a deep dive into the critical business functions of customer retention and loyalty
program management. In today's competitive marketplace, acquiring new customers can be significantly more expensive
than retaining existing ones. Therefore, mastering the art and science of customer loyalty is no longer a luxury but a
strategic imperative for sustainable growth. This program moves beyond theoretical concepts to deliver actionable
frameworks and data-driven strategies. We will explore the psychological drivers of loyalty, drawing on insights from
behavioral economics and the foundational work of experts like Frederick Reichheld, whose research on the Net Promoter
Score is detailed in his book "The Ultimate Question 2.0". Participants will learn to design, implement, and measure high-
impact loyalty initiatives that foster genuine customer engagement and advocacy. BIG BEN Training Center has
meticulously designed this curriculum to equip professionals with the skills to transform customer transactions into long-
term, profitable relationships, ultimately turning satisfied customers into brand champions and securing a robust

competitive advantage.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Marketing Managers and Directors.

e Customer Relationship Management (CRM) Specialists.
e Loyalty Program Managers.

e Sales and Business Development Leaders.

e Customer Experience (CX) and Service Managers.

e Product Managers and Brand Strategists.

e Data Analysts focused on customer behavior.

e Entrepreneurs and Small Business Owners.

TARGET SECTORS AND INDUSTRIES:

e Retail and E-commerce.

Banking, Finance, and Insurance Services.

Hospitality, Travel, and Tourism.

Telecommunications and Media.

Automotive Sales and Services.

Healthcare and Wellness Providers.

e Governmental and Public Sector Services.
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Customer Service and Support.

Operations and Service Delivery.

Strategy and Corporate Planning.

Product Development and Management.

Data Analytics and Business Intelligence.

COURSE OFFERINGS:

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

e Develop a comprehensive customer retention strategy aligned with business objectives.
e Design and structure various types of loyalty programs, including tiered, points-based, and value-based models.

¢ Analyze customer data to segment audiences and personalize loyalty offerings.

Calculate key retention metrics such as Customer Lifetime Value (CLV), churn rate, and repeat purchase rate.

Map the customer journey to identify key touchpoints for enhancing loyalty and engagement.

Implement effective win-back campaigns for lapsed or at-risk customers.

Measure the Return on Investment (ROI) of loyalty and retention initiatives.

Leverage technology and CRM systems to automate and manage loyalty programs efficiently.

Foster emotional loyalty and build a community of brand advocates.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, engaging, and practical,
ensuring that participants can immediately apply their learning in a professional context. We employ a blended learning
approach that combines expert-led presentations with collaborative and hands-on activities. The course heavily features
the analysis of real-world case studies from various industries, allowing participants to deconstruct successful loyalty
programs and identify transferable strategies. Group discussions and brainstorming sessions encourage peer-to-peer
learning and the exchange of diverse perspectives. Practical workshops will guide participants through critical processes
such as designing a loyalty program framework, mapping a customer journey, and developing a retention metrics
dashboard. Role-playing scenarios will simulate real-world challenges, such as handling customer feedback and
communicating program changes. Continuous feedback from the instructor and peers is integrated throughout the course

to foster skill development and build confidence in applying new techniques.

COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF CUSTOMER LOYALTY AND RETENTION

e The strategic importance of customer retention versus acquisition.
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UNIT TWO: DESIGNING HIGH-IMPACT LOYALTY PROGRAMS

UNIT THREE: IMPLEMENTING AND MANAGING LOYALTY SYSTEMS

UNIT FOUR: ADVANCED STRATEGIES FOR CUSTOMER ENGAGEMENT AND RETENTION

UNIT FIVE: MEASURING SUCCESS AND FUTURE-PROOFING LOYALTY STRATEGIES

Analyzing the competitive landscape of

Exploring different types of loyalty programs: points, tiers, paid, and hybrid models.

Defining program objectives and key performance indicators (KPIs).
Structuring rewards and incentives that motivate customer behavior.
The role of personalization and customization in program design.
Integrating non-monetary rewards and experiential benefits.
Principles of gamification to drive engagement and repeat interaction.

Legal and ethical considerations in loyalty program design.

Selecting and integrating the right technology and CRM platforms.
Strategies for a successful program launch and member acquisition.
Developing an omnichannel loyalty experience across all touchpoints.
Managing customer data for segmentation and targeted communication.
Training front-line staff to be effective program ambassadors.

Creating clear and compelling communication plans for program members.

Automating key processes for scalability and efficiency.

Moving from a transactional program to a relationship-building ecosystem.
Developing proactive retention strategies using predictive analytics.
Designing and executing effective customer win-back campaigns.
Leveraging customer feedback loops for continuous improvement.
Building a brand community and fostering customer advocacy.

The role of surprise and delight in exceeding customer expectations.

Managing loyalty programs in a B2B versus B2C context.

Developing a framework for measuring loyalty program ROI.
Utilizing A/B testing to optimize program elements and offers.
Creating effective dashboards and reports for key stakeholders.

The future of loyalty: Al, hyper-personalization, and machine learning.
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QUALIFICATIONS REQUIRED FOR REGIS O THIS COURSE?

There are no requirements.

HOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging 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 data privacy concerns, how can organizations ethically leverage customer data to create hyper-

personalized loyalty experiences without eroding trust?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by adopting a holistic and strategic perspective on customer loyalty, moving beyond the
operational mechanics of simply running a rewards program. While other courses may focus narrowly on specific tools or
tactics, our curriculum integrates the psychology of consumer behavior, the financial acumen of ROI analysis, and the
strategic foresight of long-term business planning. We emphasize the critical link between emotional connection and
sustainable loyalty, teaching participants not just how to reward transactions but how to build genuine, lasting
relationships. The content is grounded in both classic academic principles and cutting-edge industry trends, ensuring a
balanced and comprehensive learning experience. Participants will engage in practical, hands-on workshops that simulate
real-world challenges, forcing them to think critically and develop bespoke solutions rather than applying one-size-fits-all
templates. The focus is on empowering leaders to build a customer-centric culture that views loyalty as a core business

philosophy, not just a marketing function.
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