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Overview

This course explores the key components of customer service that drive brand loyalty.
Participants will deeply understand customer needs and expectations, learn how to build
trust through service excellence, and discover strategies for enhancing loyalty through

personalized service.

Program Objectives:

At the end of this training program, participants will be able to:

® |dentify and understand diverse customer needs and expectations.
® Develop and implement strategies to exceed customer expectations.
® Build trust and rapport with customers through exceptional service.
® Personalize service experiences to individual customer preferences.
® |dentify and address customer pain points proactively.

® Develop and implement loyalty programs and strategies.

® Measure and track customer loyalty and satisfaction.

® Apply customer-centric principles to all aspects of their work.
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Suretrack Management Consultancy

Program Outlines:

Day 1: Understanding Customer Needs & Building Trust
- Understanding Customer Needs and Expectations
® |dentifying and analyzing customer needs and expectations.
® (Conducting customer needs assessments and surveys.
L Understanding customer journey mapping.
® Recognizing and responding to diverse customer needs and preferences.

® |dentifying and addressing customer pain points.

= Building Trust Through Service Excellence
® Delivering consistent and reliable service experiences.
® Building strong customer relationships through empathy and understanding.
® Handling customer complaints and resolving issues effectively.
® Communicating with customers concisely and professionally.

L] Projecting a professional and trustworthy image.

= The Importance of Customer Trust
® Understanding the impact of trust on customer loyalty.
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Suretrack Management Consultancy

® Building trust through transparency and honesty.
® Maintaining trust through consistent and reliable service.

® Rebuilding trust after a service failure.

Day 2: Enhancing Loyalty Through Personalized Service

- Personalizing the Customer Experience

® |dentifying customer preferences and tailoring service accordingly.
® Using customer data to personalize interactions.

® (reating personalized service experiences across all touchpoints.

°

Leveraging technology to enhance personalization.

- Developing and Implementing Loyalty Programs
® Designing effective loyalty programs that reward customer behavior.
® Tracking and analyzing loyalty program performance.

® Communicating the value of loyalty programs to customers.

- Measuring and Tracking Customer Loyalty
® Key metrics for customer loyalty (e.g., customer lifetime value, churn rate).
® Tracking customer satisfaction and gathering customer feedback.

® Analyzing customer datato identify areas for improvement.
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Suretrack Management Consultancy

= Fostering a Customer-Centric Culture
® (reating a customer-centric culture within the organization.
® Empowering employees to make decisions that benefit customers.

® Recognizing and rewarding employees for exceptional customer service

Training methods:

® Technology-Based Learning.
® Simulation in Training.

® On-the-job guidance.

® Trainer-Led Training.

® Work Teams and Roles.

® Films and Videos.

® (ase Studies and Workshops.
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Suretrack Management Consultancy W

Financial proposal of the Training program

Key Customer Service Components that Develop

Brand Loyalty
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Financial proposal:

® Price
*
*

® Venue: In House

Number of days / Training Date: 2 Days / TBD

® Timing:From9to2 AM

® Trainer Name: Firas Sawas
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