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Cultivating Customer Loyalty

 

 Course Objectives 

Getting Ready to Learn 

Chapter One:   

Why Are Customers Loyal?  

 

Who Is Your Customer? 

Defining Extraordinary Service 

How to Be Legendary 

The Lifetime Value of a Customer 

Research into Customer Loyalty 

More Research: Customer Loyalty 

Why Customers Stay  

Attitudes that Cultivate Customer Loyalty

Chapter Two:   

Setting Service Standards 

 

Elements of Service Excellence 

Building Service Standards 

Chapter Three:   

Enhancing the Customer Experience

 

Build Rapport with Every Customer

Treat the Customer as a Unique Person

Make the Decision-Making Process Easy

Questioning to Determine Needs 

Active Listening 

The Importance of Body Language 
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Attitudes that Cultivate Customer Loyalty 

Enhancing the Customer Experience 

Build Rapport with Every Customer 

Treat the Customer as a Unique Person 

Making Process Easy 
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Cultivating Customer Loyalty

 

-- Continued -- 

Controlling the Interaction  

Chapter Four:   

Turning Negative Experiences  

Into Positive Ones 

Explanations for Company Policies

More Explanations: Company Policies

Saying “No” Positively  

Resolving Customer Complaints 

Staying Cool when the Customer is Hot

Change Your Self-Talk 

Don’t Take It Personally 

How to Calm an Angry Customer 

Recovery Strategies 

 

 

 

 

 

Order Online.  
Call us at 800.633.4533. 
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hrdqstore.com
800-633-4533

Delivering high quality, 
customized training has 

never been simpler.

Delivering high-quality, customized 
training has never been simpler.

The Reproducible Training Library offers a full suite of training 
solutions, in three formats:

Instructor-led Classroom programs with reproducible 
instructor and participant guides

Self-study e-Learning with freely distributable self-study 
module in Microsoft PowerPoint© format

e-Books in freely distributable pocket book Microsoft 
Word© format

All formats can be easily customized so it’s your training, your 
way. Why spend the time when we’ve done the work for you?

Get started today!
Download the Info Kit hrdqstore.com/rtl-info or
call our Customer Service Team at 800-633-4533

About Us
HRDQ is a trusted developer of soft-skills learning solutions that help improve the performance of individuals, teams, and organizations. 
We offer a wide range of resources and services, from ready-to-train assessments and hands-on games to facilitator certification, 
custom development, and more. Our primary audience includes corporate trainers, human resource professionals, educational 
institutions, and independent consultants who look to us for research-based solutions to develop key skills, such as leadership, 
communication, coaching, and team building.

At HRDQ, we believe an experiential approach is the best catalyst for adult learning. Our unique Experiential Learning Model has been 
the core of what we do for more than 30 years. Combining the best of organizational learning theory and proven facilitation methods 
with an appreciation for adult learning styles, our philosophy initiates and inspires.

Downloadable, 
Customizable, Reproducible 

& Affordable
HRDQSTORE.COM

800-633-4533

HRDQSTORE.COM
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For more information or to place an order, please call or visit us at:
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