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COURSE INTRODUCTION / OVERVIEW:

In today's hyper-competitive business-to-business landscape, the focus has decisively shifted from transactional sales to
the cultivation of long-term, value-driven partnerships. Strong B2B service relationships are no longer a competitive
advantage but a fundamental requirement for sustainable growth and profitability. This course provides a comprehensive
framework for mastering the art and science of B2B client relationship management. It moves beyond conventional
customer service tactics to explore the strategic imperatives of building trust, aligning objectives, and co-creating value
with key business clients. Drawing upon principles articulated by thought leaders like Adrian Payne in works such as
"Strategic Customer Management," participants will learn to navigate the complexities of the B2B customer lifecycle, from
initial engagement to long-term advocacy. BIG BEN Training Center has designed this program to equip professionals with
the strategic foresight and practical skills needed to transform client interactions into resilient, mutually beneficial
strategic alliances, ensuring client retention and maximizing lifetime value in a dynamic market. This is a deep dive into

the architecture of successful business partnerships.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Account Managers and Key Account Managers.

e Sales Directors and Managers.

e Business Development Executives.

e Customer Success Managers.

e Client Relationship Managers.

e Commercial Directors.

e Project Managers who manage client-facing projects.
e Senior Customer Service Representatives.

e Entrepreneurs and Business Owners.
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TARGET SECTORS AND INDUSTRIES:

e Technology and Software as a Service (SaaS).

e Manufacturing and Engineering.

e Professional Services (Consulting, Legal, Accounting).
e Financial Services and Banking.

e Logistics and Supply Chain Management.

e Pharmaceuticals and Healthcare.

e Telecommunications.

e Governmental agencies and public sector contractors.

TARGET ORGANIZATIONS DEPARTMENTS:

Sales and Business Development.

Customer Service and Support.

Account Management.

Marketing and Communications.

Project Management Office (PMO).

Operations Management.

Strategic Planning.

Procurement and Sourcing (for understanding supplier relationships).
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COURSE OFFERINGS:

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

e Develop a strategic framework for managing key B2B client relationships.

e Master advanced communication and negotiation techniques for B2B contexts.

e Implement effective client onboarding and expectation management processes.

e Analyze and map the B2B customer journey to identify key touchpoints.

e Create and execute strategic account plans to drive growth and retention.

e Measure and improve the health of client relationships using key performance indicators.

e Manage and resolve conflicts with business clients professionally and effectively.

e Leverage technology to enhance B2B relationship management without losing the human touch.
e Build a client-centric culture within their teams and organization.

e Transform key clients into strategic partners and brand advocates.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be immersive, practical, and highly interactive,
ensuring that participants can immediately apply their learning in a professional context. This course rejects a purely
theoretical lecture-based format in favor of a blended learning experience. Sessions will be facilitated by experienced
industry experts who will guide participants through a combination of in-depth presentations, real-world case study
analyses, and dynamic group discussions. A significant portion of the training will be dedicated to hands-on workshops
and role-playing scenarios, allowing participants to practice negotiation, conflict resolution, and strategic communication
skills in a controlled, constructive environment. We emphasize collaborative learning, encouraging participants to share
their unique experiences and challenges to foster peer-to-peer insights. Continuous feedback from the facilitator and
peers is a core component of the process, ensuring personal development and skill refinement. The methodology is
structured to build confidence and competence, transforming theoretical knowledge into actionable B2B relationship

management strategies.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE THE FOUNDATIONS OF B2B RELATIONSHIP MANAGEMENT

e The strategic importance of B2B relationships versus B2C.

e Understanding the modern B2B customer lifecycle.

o Key differences between relationship management and customer service.
e The psychology of trust and rapport in a business context.

¢ |dentifying and segmenting your B2B client portfolio.

e Core competencies of a successful relationship manager.

e Mapping key stakeholders within client organizations.

UNIT TWO STRATEGIC ACCOUNT PLANNING AND DEVELOPMENT

e Conducting a comprehensive client needs analysis.
¢ Developing a strategic key account management (KAM) plan.

e Setting mutually beneficial goals and objectives with clients.

SWOT analysis for key client relationships.

Creating a value proposition tailored to each business client.

Aligning internal resources to support key accounts.

Forecasting revenue and growth opportunities within existing accounts.

UNIT THREE MASTERING B2B COMMUNICATION AND ENGAGEMENT

e Advanced communication strategies for corporate clients.

Conducting effective business reviews and strategic meetings.

The art of active listening and asking powerful questions.

Managing client expectations and service level agreements (SLAs).

Digital communication etiquette in a B2B environment.

Presenting complex solutions and proposals with clarity and impact.

Navigating difficult conversations and delivering bad news professionally.
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UNIT FOUR VALUE CO-CREATION AND CLIENT RETENTION

e Moving from a vendor to a strategic partner.

e |dentifying opportunities for value co-creation and innovation.

e Implementing effective client feedback and voice-of-the-customer programs.
e Measuring B2B client satisfaction and loyalty (NPS, CSAT, CES).

e Developing and implementing proactive client retention strategies.

e Building a client advocacy and referral program.

e Managing contract renewals and preventing client churn.

UNIT FIVE ADVANCED RELATIONSHIP MANAGEMENT AND FUTURE
TRENDS

e Handling conflicts and resolving disputes in B2B partnerships.

Advanced negotiation tactics for win-win outcomes.

The role of CRM technology in augmenting relationship management.

Managing global and culturally diverse client relationships.

Crisis management and communication with key clients.

The future of B2B relationships in the age of Al and automation.

Developing a personal action plan for continuous improvement.

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.
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SOMETHING TO THINK ABOUT:

In an era of increasing automation and Al in client management, what is the irreplaceable human element that truly

cements a long-term B2B partnership?

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

This course distinguishes itself by moving beyond the operational aspects of CRM software and focusing on the strategic
and psychological core of building lasting B2B partnerships. While many programs teach how to manage accounts, this
curriculum, developed by BIG BEN Training Center, teaches how to lead them. It places a significant emphasis on the
concept of value co-creation, equipping participants with frameworks to proactively innovate with their clients rather than
simply reacting to their needs. The content is deeply rooted in established business principles, such as those found in
strategic management theory, but is delivered through a highly practical lens using real-world case studies and complex
role-playing scenarios that mirror the challenges participants face daily. Furthermore, the course dedicates substantial
time to the "soft skills" that are critical in high-stakes B2B environments, such as advanced negotiation, conflict
resolution, and stakeholder influence. It is not just about maintaining

relationships; it is about strategically elevating them to become a cornerstone of corporate strategy and a sustainable

driver of mutual growth.
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