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Course Content & Outline

Section 1: Managing Client & Customer Expectations

e Understanding the ‘customer is always right’ philosophy.
¢ Training from the top down to encourage customer focus.
¢ The cost of retention and building your business.

e Creating a customer-focused culture.

* Your client management model and adjustments.

e What is your customer base, and what are the next steps you are aiming for?

Section 2: Addressing Your Customer Retention Strategy

e How do your customers find you?

e What attracts your customers to your service?
e Why do customers leave?

e Your customer journey map.

e |dentifying pain points.

* Your next necessary steps.

e Creating a product that requires repeat business.

Section 3: Influencing & Negotiation

e The rule of reciprocity.

e Your commitment to consistent service.

e Developing brand loyalty.

e The power of customer satisfaction and reviews.
e Reaching out for feedback.

¢ Establishing authority in the market.

e Your ethics and values as a business.

Section 4: Using Powerful Communication Strategies

e Your communication methods.

e Automating your experience.

¢ The limitations of service and looking at alternative solutions.
* Risk assessments on face-to-face communication.

e Accessibility requirements and the Equality Act 2010.

e Translation services and cross-cultural understanding.

¢ Social media usage - what works and what doesn’t?



Section 5: Developing A Rewards Platform

e Prize-based buying.

¢ Collecting coins for money off.

e Customer referral schemes.

¢ Understanding your customer requirements.
e Customer retention that matches your brand.

Section 6: Constant Reviewing & Aiming for Continuous Improvement

e Continuous improvement based on assessment and review.
e Your KPIs against scorecards.

e Setting SMART targets across the business.

e Audit trails to evidence improvement.

e Customer satisfaction surveys.

¢ Quantitative and qualitative results.

e Moving into the future of service.
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