CREATING LASTING RELATIONSHIPS FOR

LIFETIME CUSTOMER LOYALTY TRAINING
COURSE

09 - 13 Nov 2026
KUALA LUMPUR

5200 € (PER PERSON)
REF:. #CUS4794_39650

www.bigben-training.com



COURSE INTRODUCTION / OVERVIEW:

In a competitive marketplace, converting a first-time customer into a lifelong advocate is the ultimate goal. This Creating
Lasting Relationships for Lifetime Customer Loyalty Training Course is designed to provide professionals with strategic
and relational skills to build customer loyalty from the very first interaction. This program, offered by BIG BEN Training
Center, moves beyond basic satisfaction to focus on the emotional and psychological factors that drive repeat business
and positive word-of-mouth. The curriculum draws on the work of academics and authors like Fred Reichheld, a pioneer in
loyalty research and creator of the Net Promoter Score, whose book "The Loyalty Effect” highlights the value of building
customer relationships. Participants will learn how to map the customer journey, identify key loyalty drivers, and create a
personalized experience that makes customers feel valued and understood. The course focuses on practical skills for using
empathetic communication, anticipating customer needs, and turning a simple transaction into a memorable connection.
By mastering these competencies, you will be able to foster a culture of loyalty within your organization, reduce churn,
and create a powerful competitive advantage. This program is an essential guide to building a customer base that is not

only happy but also deeply committed to your brand.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

Customer service representatives.

Sales and marketing professionals.

Customer experience managers.

Account managers and client relations specialists.

Business owners and entrepreneurs.

Anyone responsible for customer retention.

TARGET SECTORS AND INDUSTRIES:

E-commerce and retail.

Financial services.

Telecommunications.

Travel and hospitality.

Technology and software.

e Government agencies and public services.

Any B2C or B2B business model.

TARGET ORGANIZATIONS DEPARTMENTS:
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e Product Management.

COURSE OFFERINGS:

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

Develop a strategic mindset for building customer loyalty.

Map the entire customer journey and identify key loyalty drivers.

Master communication techniques that create genuine rapport.

Anticipate and proactively address customer needs.

Use feedback and data to personalize the customer experience.

Turn a simple transaction into a memorable connection.

Reduce customer churn and increase repeat business.

Measure the impact of loyalty on business growth and profitability.

COURSE METHODOLOGY:

This training course uses a highly interactive and relationship-based methodology to help participants master the art of
customer loyalty. The program is built around hands-on activities, including case studies that highlight successful loyalty
strategies from various industries. Participants will engage in role-playing exercises to practice empathetic
communication and personalized service. The course includes workshops on how to map a customer journey and identify
key moments of truth where loyalty can be won or lost. BIG BEN Training Center facilitates a collaborative learning
environment where individuals can share their own experiences and receive feedback from instructors and peers. By
combining theoretical frameworks on loyalty with practical, real-world application, this methodology ensures that
participants leave with a deep understanding of what it takes to build lasting customer relationships and the confidence to

implement these strategies in their own work.

COURSE AGENDA (COURSE UNITS):

UNIT ONE: THE LOYALTY-DRIVEN MINDSET

Defining the value of a loyal customer.

The difference between satisfaction and loyalty.

Understanding the emotional drivers of customer behavior.

The "firstimpression" and its lasting impact.

The role of trust and reliability.

UNIT TWO: MAPPING THE LOYALTY JOURNEY
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UNIT THREE: COMMUNICATING FOR CONNECTION

e The power of empathetic and personal communication.

e Active listening and understanding unspoken needs.

e Using personalized language to build rapport.

e Turning a simple conversation into a memorable moment.

e Communicating with warmth and authenticity.

UNIT FOUR: PROACTIVE SERVICE AND MOMENTS OF DELIGHT

¢ Anticipating customer needs before they ask.

Using data to personalize recommendations.

The art of surprising and delighting customers.

e Turning a moment of service failure into a moment of truth.

The value of timely and genuine follow-up.

UNIT FIVE: MEASURING AND FOSTERING LOYALTY

e The metrics of customer loyalty (NPS, churn rate).

Creating a loyalty-driven culture.

Recognizing and rewarding employees for loyalty-building behavior.

Using loyalty to drive brand advocacy.

Building a business that customers love.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO 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:

How can a service professional, by focusing on building a genuine emotional connection, transform a single customer

transaction into the foundation of a long-lasting, loyal relationship?
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simple problem-solving to teach professionals how to proactively build rapport, anticipate needs, and create memorable
experiences that foster deep-seated trust. Through hands-on exercises and real-world case studies, participants will not
only learn the theory of loyalty but also gain the skills to implement it immediately. This program is for anyone who

understands that a loyal customer base is the most powerful engine for sustainable business growth.
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