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COURSE INTRODUCTION / OVERVIEW:

In today's hyper-competitive business landscape, Customer Relationship Management (CRM) has evolved far beyond a
simple software tool into a core strategic philosophy for achieving sustainable corporate growth. This course provides a
comprehensive roadmap for transforming your organization's approach to customer relationships. We delve into the
principles championed by thought leaders like Paul Greenberg, author of "CRM at the Speed of Light," to understand how
a well-implemented CRM system becomes the central nervous system of a customer-centric enterprise. This program
moves beyond technical setup to address the critical pillars of a successful CRM initiative: strategic alignment, meticulous
project planning, effective change management, and data-driven optimization. Participants will learn to avoid common
implementation pitfalls and build a framework that not only enhances operational efficiency but also drives customer
loyalty, increases revenue, and secures a long-term competitive advantage. At BIG BEN Training Center, we have designed
this curriculum to equip you with the practical skills and strategic foresight needed to lead a CRM transformation that

delivers tangible business results and fosters a culture of customer excellence.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e CRM Managers and Administrators.

e Project Managers and Program Managers.

e Sales Directors and Managers.

e Marketing Directors and Managers.

e Customer Service and Support Leaders.

e IT Managers and Business Systems Analysts.
e Business Development Executives.

e Chief Operating Officers and other C-level Executives.

TARGET SECTORS AND INDUSTRIES:

e Financial Services and Banking.
e Healthcare and Pharmaceuticals.

Retail and E-commerce.

Technology and Software Services.

Manufacturing and Supply Chain.
e Professional Services and Consulting.

Telecommunications.

www.bigben-training.com




Customer Service and Support Department.

Information Technology (IT) Department.

Business Development Department.

Operations Department.

Strategic Planning Department.

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

e Develop a comprehensive CRM strategy that aligns with overarching business objectives.

Evaluate and select the most suitable CRM platform for their organization's specific needs.

Create a detailed CRM implementation roadmap, including scope, budget, and timelines.

Manage the end-to-end CRM project lifecycle using best-practice methodologies.

Lead data migration and integration processes to ensure a single source of truth.

Design and execute effective user adoption and change management programs.

Establish key performance indicators (KPIs) to measure CRM success and ROI.

Optimize CRM usage for continuous improvement and long-term value creation.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, practical, and collaborative,
ensuring that participants can immediately apply their learning in a real-world context. We move beyond traditional
lectures to a blended learning approach that incorporates in-depth case study analysis of both successful and failed CRM
implementations, allowing participants to understand the practical nuances of strategic execution. The course features
hands-on workshops where attendees will work in teams to develop a mock CRM strategy and implementation plan,
fostering critical thinking and problem-solving skills. Interactive group discussions and brainstorming sessions are central
to our approach, providing a platform for sharing experiences and gaining diverse perspectives. Role-playing scenarios will
be used to simulate common challenges, such as managing stakeholder expectations and driving user adoption.
Continuous feedback from the instructor and peers is integrated throughout the five days, creating a dynamic and

supportive learning environment that empowers participants to master the complexities of strategic CRM implementation.

COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF STRATEGIC CUSTOMER RELATIONSHIP MANAGEMENT

e The Evolution of CRM from a Tool to a Business Philosophy.

o Defining the Core Components of a Customer-Centric Strategy.
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UNIT TWO: DEVELOPING THE CRM STRATEGY AND IMPLEMENTATION ROADMAP

e Aligning CRM Goals with Overall Corporate Objectives and Vision.

Conducting a Needs Analysis and Gathering Requirements from Stakeholders.

Mapping the End-to-End Customer Journey to Identify Pain Points.

A Framework for Evaluating and Selecting the Right CRM Vendor.

Developing a Compelling Business Case and Securing Executive Buy-in.

Creating a Detailed CRM Project Charter and Scope Document.

Building the Implementation Roadmap with Key Milestones and Timelines.

UNIT THREE: MANAGING THE CRM IMPLEMENTATION PROJECT

e Choosing the Right Project Management Methodology (Agile vs. Waterfall).

Assembling the CRM Implementation Team and Defining Roles.

Mastering Data Governance, Cleansing, and Migration Strategies.

Planning for System Customization vs. Configuration.

Integrating CRM with Other Enterprise Systems (ERP, Marketing Automation).

Developing a Comprehensive Testing Strategy (UAT, System, Integration).

Managing Project Risks, Issues, and Dependencies Effectively.

UNIT FOUR: DRIVING USER ADOPTION AND CHANGE MANAGEMENT

e The Psychology of Change and Overcoming Resistance to New Technology.
e Developing a Strategic Internal Communications Plan for the CRM Launch.
e Designing and Delivering Effective Role-Based User Training Programs.

e |dentifying and Empowering CRM Champions within the Organization.

e Creating a Post-Launch Support System and Knowledge Base.

e Gamification and Incentive Strategies to Encourage CRM Usage.

e Monitoring User Adoption Rates and Gathering Continuous Feedback.

UNIT FIVE: MEASURING, OPTIMIZING, AND FUTURE-PROOFING YOUR CRM

e Defining Key Performance Indicators (KPIs) for CRM Success.

Building insightful Dashboards and Reports for Different Stakeholders.

Calculating the Return on Investment (ROI) of Your CRM Initiative.

Establishing a CRM Governance Committee for Continuous Improvement.

e Leveraging CRM Analytics for Predictive Insights and Business Intelligence.
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QUALIFICATION

There are no requirements.

HoOWw 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:

Beyond technology, what is the single most critical human element that determines the success or failure of a strategic

CRM initiative?

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

This course distinguishes itself by focusing intensely on the strategic and human-centric aspects of CRM implementation,
rather than concentrating solely on the technical features of a specific software. While many courses teach you how to use
a CRM, this program teaches you how to think about CRM as a catalyst for fundamental business transformation. We
provide a holistic framework that integrates strategy, project management, and, most critically, change management—the
element most often responsible for implementation failure. The curriculum is built upon real-world case studies and
proven methodologies, moving beyond generic advice to offer actionable insights. Participants will not just learn the
"what" but the "why" and "how" of building a customer-centric culture powered by technology. The emphasis on
measuring ROI, continuous optimization, and future-proofing the CRM investment ensures that the skills learned here will
deliver lasting value and a sustainable competitive advantage, making it an essential program for leaders tasked with

driving corporate growth.
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