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London TDM

Customer Service and Sales Training Courses

Course Venue: Malaysia - Kuala Lumpur
Course Date: From 09 November 2025 To 13 November 2025
Course Place: Royale Chullan Hotel

Course Fees: 6,000 USD

www.londontdm.com - info@londontdm.com Page1/3



Course Brochure - CSS103/Kuala Lumpur/09 November 2025
, S %ONDO_‘I\I_ TDM By London TDM
s S www.londontdm.com - info@londontdm.com

5

eee
\ér

Introduction

In today's competitive marketplace, building customer loyalty and retention is crucial for long-term
success. This 5-day professional course is designed to equip participants with the strategies, tools,
and techniques needed to create a loyal customer base and enhance retention rates. Through
interactive sessions, discussions, and case studies, attendees will gain valuable insights into
understanding customer needs, behaviors, and expectations, ultimately driving sustained business
growth.

Objectives

e Understand the fundamentals of customer loyalty and retention.
Identify key drivers of customer satisfaction and loyalty.

Learn strategies to create an exceptional customer experience.
Explore tools and metrics for measuring customer loyalty.

e Develop a comprehensive customer loyalty and retention plan.

Course Outlines
Day 1: Understanding Customer Loyalty

« Definition and significance of customer loyalty and retention
e The psychology behind customer loyalty

* Recognizing different types of loyal customers

e Factors affecting customer loyalty

e Case studies: Successful loyalty programs

Day 2: Customer Experience Management

 Defining customer experience (CX)

* Mapping the customer journey

e Strategies to enhance CX at every touchpoint

e Role of technology in improving CX

* Workshop: Designing a seamless customer journey

Day 3: Building Customer Relationships

e Importance of relationship building in loyalty

e Communication strategies to engage customers

* Personalization techniques and their impact

Handling customer feedback and complaints
Interactive session: Role-playing customer interactions

Day 4: Measuring and Analyzing Loyalty

» Key performance indicators for customer loyalty

e Tools for measuring customer satisfaction and loyalty
e Analyzing customer data to drive retention strategies
» Understanding and using Net Promoter Scores (NPS)
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e Case study analysis: Interpreting loyalty metrics
Day 5: Developing a Customer Loyalty Strategy

e Creating a personalized loyalty and retention plan
 Integrating loyalty strategies into business models

e Emerging trends and future of customer loyalty

e Qvercoming challenges in retention management

* Group activity: Presenting loyalty and retention strategies
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