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1 Loyalty, Customer Records and Relationship Selling 19 chapters · 126 classes   100 marks  



• 1 Understanding Customer Relationship Dynamics — 6 classes 

› 1.1 Exploring the Foundations of Customer Relationship Dynamics

› 1.2 Identifying Key Components of Relationship Selling

› 1.3 Analyzing the Customer Journey in Relationship Management

› 1.4 Differentiating Between Transactional and Relationship-driven Sales

› 1.5 Examining the Role of Emotional Intelligence in Customer Interactions

› 1.6 Applying Strategic Listening Techniques to Enhance Customer

Engagement

• 2 Advanced Communication Techniques in Retail — 6 classes 

› 2.1 Mastering Active Listening in Retail Environments

› 2.2 Enhancing Non-Verbal Communication with Customers

› 2.3 Developing Empathy to Strengthen Customer Relations

› 2.4 Using Persuasive Language to Influence Buyer Decisions

› 2.5 Tailoring Communication Techniques to Different Customer Types

› 2.6 Implementing Feedback for Continuous Communication Improvement

• 3 Leveraging CRM Systems for Relationship Selling — 6 classes 

› 3.1 Understanding CRM Components in Relationship Selling

› 3.2 Analyzing Customer Data for Enhanced Engagement

› 3.3 Integrating CRM Insights into Sales Strategies

› 3.4 Customizing CRM Tools for Specific Sales Scenarios

› 3.5 Applying CRM-Driven Techniques in Client Interactions

› 3.6 Measuring the Impact of CRM on Relationship Selling

• 4 Building Long-Term Customer Loyalty in Retail — 6 classes 

› 4.1 Understanding Customer Needs in Retail

› 4.2 Developing Personalized Engagement Strategies

› 4.3 Leveraging CRM Tools for Enhanced Customer Interaction

› 4.4 Building Emotional Connections with Customers

› 4.5 Implementing Customer Feedback for Continuous Improvement

› 4.6 Crafting Loyalty Programs to Enhance Retention

• 5 Strategic Relationship Management and Sales Optimization — 6

classes 

› 5.1 Understanding the Foundations of Strategic Relationship Management

› 5.2 Identifying Key Stakeholders in Relationship Selling

› 5.3 Building Trust and Credibility with Clients

› 5.4 Leveraging CRM Tools for Enhanced Sales Optimization

› 5.5 Developing Tailored Engagement Strategies

› 5.6 Measuring and Analyzing Relationship Management Success

• 6 Customer Advisory in Retail — 6 classes 

› 6.1 Understanding Borrowing Facilities

› 6.2 Features of Retail Borrowing Options

› 6.3 Assessing Customer Needs

› 6.4 Effective Communication Techniques

› 6.5 Building Trust with Customers

› 6.6 Advising on Borrowing Solutions

• 1 Understanding Customer Needs and Preferences — 6 classes 

› 1.1 Discovering the Importance of Customer Needs

› 1.2 Recognising Diverse Customer Preferences

› 1.3 Identifying Key Customer Pain Points

› 1.4 Analyzing Behavioral Patterns in Customers

› 1.5 Tailoring Personalised Sales Strategies

› 1.6 Applying Customer Feedback for Improved Sales

• 2 Developing Personalized Communication Techniques — 6 classes 

› 2.1 Understanding the Basics of Personalized Communication

› 2.2 Identifying Customer Preferences and Needs

› 2.3 Crafting Tailored Messaging for Different Audiences

› 2.4 Implementing Adaptive Sales Techniques

› 2.5 Utilizing CRM Tools for Customized Interactions

› 2.6 Measuring the Effectiveness of Personalized Strategies

• 3 Utilizing CRM Systems for Personalization — 6 classes 

› 3.1 Understanding CRM Systems: Foundations for Personalization

› 3.2 Exploring CRM Tools: Key Features and Functions

› 3.3 Integrating Customer Data: Enhancing Sales Strategies

› 3.4 Analyzing Customer Interactions: Tailoring Engagements

› 3.5 Leveraging CRM Insights: Building Personalized Sales Journeys

› 3.6 Measuring Success: Evaluating Personalization Impact in CRM

• 5 Evaluating and Enhancing Personalization Strategies — 6 classes 

› 5.1 Understanding the Basics of Personalization in Sales

› 5.2 Identifying Customer Preferences and Behaviors

› 5.3 Analyzing Current Personalization Strategies in Use

› 5.4 Applying Data-Driven Techniques to Enhance Personalization

› 5.5 Measuring the Effectiveness of Personalization Approaches

› 5.6 Adapting and Refining Strategies for Improved Customer Engagement

• 1 Identifying Key Customers — 6 classes 

› 1.1 Understanding Customer Segmentation

› 1.2 Analyzing Customer Needs

› 1.3 Creating Customer Personas

› 1.4 Utilizing Customer Data

› 1.5 Identifying High-Value Customers

› 1.6 Mapping Customer Journey

• 2 Building Strategic Partnerships — 6 classes 

› 2.1 Identifying Potential Partners

› 2.2 Negotiating Partnership Terms

› 2.3 Creating Win-Win Scenarios

› 2.4 Managing Partner Relationships

› 2.5 Evaluating Partnership Success

› 2.6 Leveraging Partner Strengths

• 3 Enhancing Business Opportunities — 6 classes 

› 3.1 Identifying Market Trends

› 3.2 Exploring New Markets

› 3.3 Innovating Product Offerings

› 3.4 Developing Unique Selling Propositions

› 3.5 Assessing Competitive Landscape

› 3.6 Creating Business Development Strategies

• 4 Customer Engagement Techniques — 6 classes 

› 4.1 Effective Communication Strategies

› 4.2 Utilizing Social Media for Engagement

› 4.3 Creating Personalized Experiences

› 4.4 Implementing Feedback Mechanisms

› 4.5 Building Customer Loyalty Programs

› 4.6 Engaging Customers Through Events

• 5 Long-term Relationship Management — 6 classes 

› 5.1 Strategies for Retaining Customers

› 5.2 Monitoring Customer Satisfaction

› 5.3 Addressing Customer Complaints

› 5.4 Building Trust and Credibility

› 5.5 Evaluating Relationship Health

› 5.6 Creating Long-term Engagement Plans

• 17 Explaining and Enrolling Customers in Loyalty Schemes — 10

classes 

› 17.1 How Loyalty Schemes Work

› 17.2 Points, Tiers and Reward Types

› 17.3 Explaining Benefits in Simple Words

› 17.4 Matching Benefits to Customer Interests

› 17.5 Gaining Customer Commitment Without Pressure

› 17.6 Helping Customers Complete Application Forms

› 17.7 Capturing Mobile Numbers and Consent

› 17.8 Answering Questions About Terms

› 17.9 Activating Cards, Apps and Welcome Offers

› 17.10 Enrolment Role-Play at the Counter

• 18 Keeping Accurate Customer Records and Privacy — 10 classes 

› 18.1 Why Customer Records Are Kept

› 18.2 What Information a Store May Collect

› 18.3 Customer Consent Under Indian Data Protection Law

› 18.4 Entering Details Accurately in the System

› 18.5 Correcting and Updating Records

› 18.6 Avoiding Duplicate Customer Entries

› 18.7 Storing Records Securely

› 18.8 Sharing Information Within the Store Only When Needed

› 18.9 Handling Customer Requests to Delete Data

› 18.10 Record Keeping Practice Exercise

 19 Building Relationships With Key and Repeat Customers 



2 Customer Feedback and Service Quality 16 chapters · 122 classes   100 marks  



• 1 Understanding Customer Feedback — 4 classes 

› 1.1 Unpacking Customer Feedback: Identifying Key Themes

› 1.2 Analyzing Feedback: Turning Data into Insights

› 1.3 Implementing Changes: Translating Feedback into Action

› 1.4 Measuring Success: Evaluating the Impact of Service Improvements

• 2 Analyzing Feedback for Service Improvements — 4 classes 

› 2.1 Understanding the Importance of Customer Feedback

› 2.2 Identifying Key Themes in Customer Feedback

› 2.3 Prioritizing Feedback for Actionable Improvements

› 2.4 Implementing Changes Based on Feedback Insights

• 3 Implementing Changes and Measuring Success — 4 classes 

› 3.1 Understanding the Importance of Change in Retail

› 3.2 Identifying Areas for Improvement Through Feedback

› 3.3 Designing and Implementing Effective Service Changes

› 3.4 Measuring Success and Adjusting Strategies

• 1 Understanding Customer Feedback and Its Importance in Retail 

— 6 classes 

› 1.1 Exploring the Role of Customer Feedback in Retail Success

› 1.2 Identifying Key Types of Customer Feedback

› 1.3 Analyzing the Impact of Feedback on Customer Experience

› 1.4 Examining Methods for Collecting Customer Feedback

› 1.5 Interpreting Customer Feedback to Drive Improvements

› 1.6 Implementing Strategies to Encourage Customer Feedback

• 2 Designing Effective Feedback Collection Methods — 6 classes 

› 2.1 Understanding the Importance of Feedback in Relationship Selling

› 2.2 Identifying Key Feedback Channels for Customers

› 2.3 Designing Questions that Elicit Valuable Customer Insights

› 2.4 Implementing Technology Tools for Efficient Feedback Collection

› 2.5 Analyzing Customer Feedback for Actionable Insights

› 2.6 Applying Feedback to Improve Customer Relationships and CRM

Strategies

• 3 Analyzing and Interpreting Customer Feedback Data — 6 classes 

› 3.1 Understanding the Value of Customer Feedback

› 3.2 Identifying Key Metrics in Feedback Data

› 3.3 Techniques for Classifying Customer Feedback

› 3.4 Utilizing Tools for Analyzing Feedback Data

› 3.5 Interpreting Patterns and Trends in Customer Feedback

› 3.6 Developing Actionable Insights from Feedback Analysis

• 4 Integrating Feedback into CRM Systems for Enhanced Customer

Relations — 6 classes 

› 4.1 Understanding the Role of Feedback in Customer Relationships

› 4.2 Recording Customer Feedback Effectively in CRM Systems

› 4.3 Analyzing Feedback Data for Actionable Insights

› 4.4 Integrating Feedback Mechanisms into CRM Platforms

› 4.5 Implementing Feedback-Driven Customer Engagement Strategies

› 4.6 Evaluating the Impact of Feedback on Customer Relations

• 5 Developing Strategies for Feedback-Driven Customer Experience

Improvement — 6 classes 

› 5.1 Understanding the Importance of Customer Feedback

› 5.2 Identifying Key Feedback Channels and Techniques

› 5.3 Analyzing Customer Feedback for Actionable Insights

› 5.4 Prioritizing Feedback for Effective Response Strategies

› 5.5 Developing a Feedback-Driven Improvement Plan

› 5.6 Implementing Continuous Improvements Based on Feedback

• 9 Measuring Customer Satisfaction With Simple Tools — 10 classes 

› 9.1 What Customer Satisfaction Means

› 9.2 Why Stores Measure Satisfaction

› 9.3 Short Surveys at the Counter

› 9.4 QR Code and Message Surveys

› 9.5 Net Promoter Style Questions

› 9.6 Suggestion Boxes and Review Sites

› 9.7 Choosing Sample Size and Timing

› 9.8 Avoiding Leading Questions

› 9.9 Recording Responses Accurately

› 9.10 Designing a Five-Question Survey

• 10 Monitoring the Quality of Service Transactions — 10 classes 

› 10.1 What Makes a Service Transaction Good

› 10.2 Service Quality Checklists

› 10.3 Observing Staff and Customer Interactions

› 10.4 Mystery Shopping Basics

› 10.5 Listening to Recorded Calls

› 10.6 Scoring Greeting, Need Finding and Closing

› 10.7 Giving Fair Feedback to Staff

› 10.8 Sharing Examples of Good Service

› 10.9 Keeping Records of Observations

› 10.10 Quality Monitoring Exercise

• 11 Reviewing Service Quality Against Standards — 10 classes 

› 11.1 Service Standards and Why They Exist

› 11.2 Setting Measures for Speed and Accuracy

› 11.3 Building a Service Scorecard

› 11.4 Collecting Monthly Service Data

› 11.5 Comparing Results With Targets

› 11.6 Comparing Stores and Shifts

› 11.7 Reading Trends Over Time

› 11.8 Reporting Quality to the Manager

› 11.9 Linking Quality to Staff Development

› 11.10 Scorecard Review Workshop

• 12 Solving Customer Service Problems Step by Step — 10 classes 

› 12.1 Recognising Recurring Service Problems

› 12.2 Defining the Problem Clearly

› 12.3 Collecting Facts and Customer Views

› 12.4 Finding Causes Using Why Questions

› 12.5 Brainstorming Possible Solutions

› 12.6 Choosing a Practical Solution

› 12.7 Planning and Testing the Fix

› 12.8 Checking Results After the Change

› 12.9 Documenting What Was Learned

› 12.10 Problem Solving Case Study

• 13 Monitoring and Improving the Customer Experience — 10 classes 

› 13.1 What Customers Experience From Door to Exit

› 13.2 Walking the Store as a Customer

› 13.3 Waiting Times and Queue Experience

› 13.4 Store Cleanliness and Comfort Checks

› 13.5 Digital Touchpoints Linked to the Store

› 13.6 The After-Purchase Customer Experience

› 13.7 Comparing Experience Against Competitors

› 13.8 Setting Experience Improvement Goals

› 13.9 Tracking Improvements Over Time

› 13.10 Customer Experience Audit Practice

• 14 Supporting Service Improvements and Continuous Change — 10

classes 

› 14.1 Why Small Improvements Add Up

› 14.2 Gathering Improvement Ideas From Staff

› 14.3 Gathering Improvement Ideas From Customers

› 14.4 Ranking Ideas by Effort and Benefit

› 14.5 Planning a Small Service Change

› 14.6 Communicating Changes to the Team

› 14.7 Supporting Colleagues Through Change

› 14.8 Measuring Change Success

› 14.9 Making Improvements Permanent

› 14.10 Continuous Improvement Mini-Project



3 Retail Technology and CRM Systems 24 chapters · 135 classes   100 marks  



• 1 Understanding CRM Systems in Retail — 6 classes 

› 1.1 Exploring the Basics of CRM Systems in Retail

› 1.2 Identifying Key Features of Retail CRM Tools

› 1.3 Analyzing Customer Data Management in Retail

› 1.4 Understanding CRM Integration with Retail Platforms

› 1.5 Evaluating CRM System Benefits for Retail Businesses

› 1.6 Applying CRM Strategies to Enhance Retail Customer Engagement

• 2 Core Features and Functions of Retail CRM Tools — 6 classes 

› 2.1 Understanding the Basics of Retail CRM Tools

› 2.2 Navigating CRM Dashboards Effectively

› 2.3 Managing Customer Data with CRM Systems

› 2.4 Utilizing CRM Tools for Sales Tracking

› 2.5 Implementing Customer Segmentation Strategies

› 2.6 Analyzing CRM Reports for Business Insights

• 3 Data Management and Segmentation in Retail CRM — 6 classes 

› 3.1 Understanding Data Management in Retail CRM

› 3.2 Identifying Key Data Types in CRM Systems

› 3.3 Analyzing Customer Data for Segmentation

› 3.4 Implementing Data Segmentation Techniques

› 3.5 Leveraging Segmented Data for Targeted Marketing

› 3.6 Evaluating the Effectiveness of CRM Data Segmentation

• 4 Integration of CRM with Retail Sales Processes — 6 classes 

› 4.1 Understanding the Role of CRM in Retail Sales

› 4.2 Exploring Key Components of CRM Systems

› 4.3 Analyzing Customer Data for Sales Optimization

› 4.4 Integrating CRM with Point-of-Sale Systems

› 4.5 Automating Sales Processes with CRM Tools

› 4.6 Evaluating CRM Performance in Retail Environment

• 5 Leveraging CRM Analytics for Customer Insights — 6 classes 

› 5.1 Understanding CRM Analytics Fundamentals

› 5.2 Exploring Key Metrics in CRM Systems

› 5.3 Analyzing Customer Data for Actionable Insights

› 5.4 Visualizing CRM Data with Dashboards

› 5.5 Identifying Customer Behavior Patterns

› 5.6 Applying CRM Analytics to Improve Sales Strategies

• 1 Understanding CRM Systems in Retail Sales — 6 classes 

› 1.1 Exploring the Basics of CRM Systems in Retail

› 1.2 Identifying Key Features of Retail CRM Software

› 1.3 Analyzing Customer Data for Sales Insights

› 1.4 Integrating CRM Systems with Sales Strategies

› 1.5 Enhancing Customer Experience through CRM Tools

› 1.6 Measuring the Impact of CRM on Retail Sales Performance

• 2 Analyzing Customer Data for Personalized Experiences — 6

classes 

› 2.1 Understanding the Importance of Customer Data in CRM

› 2.2 Identifying Key Customer Data Metrics

› 2.3 Exploring Data Collection Techniques

› 2.4 Analyzing Customer Behavior Patterns

› 2.5 Leveraging Data for Personalized Customer Interactions

› 2.6 Implementing Strategies for Enhanced Customer Engagement

• 3 Integrating CRM with Innovative Sales Strategies — 6 classes 

› 3.1 Understanding CRM and Its Importance in Sales Strategies

› 3.2 Exploring Innovative Sales Techniques in Modern Marketing

› 3.3 Analyzing the Synergy Between CRM and Sales Methodologies

› 3.4 Implementing CRM to Enhance Sales Performance

› 3.5 Leveraging CRM Data for Strategic Sales Decisions

› 3.6 Evaluating the Impact of Integrated CRM-Sales Strategies

• 4 Leveraging Advanced CRM Features for Team Collaboration — 6

classes 

› 4.1 Exploring Advanced CRM Capabilities for Team Synergy

› 4.2 Integrating Collaborative Tools within CRM Systems

› 4.3 Customizing CRM Dashboards for Enhanced Team Workflows

› 4.4 Facilitating Real-time Communication via CRM Platforms

› 4.5 Analyzing Data Sharing Features for Improved Team Outcomes

› 4.6 Implementing Workflow Automation to Boost Team Efficiency

• 3 Data Analytics and Decision Making in Retail — 5 classes 

› 3.1 Understanding the Role of Data in Retail

› 3.2 Exploring Key Analytics Tools Used in Retail

› 3.3 Interpreting Retail Data for Informed Decision Making

› 3.4 Using Predictive Analytics to Enhance Customer Experiences

› 3.5 Applying Data Insights to Optimize Retail Operations

• 4 Future Trends in Retail Technology: Innovation and Adaptation —

5 classes 

› 4.1 Exploring Cutting-Edge Retail Technologies

› 4.2 Understanding the Role of Artificial Intelligence in Retail

› 4.3 Analyzing the Impact of Augmented Reality on Customer Experience

› 4.4 Adapting to Digital Payment Innovations

› 4.5 Predicting Future Retail Trends and Innovations

• 5 Sales Promotion Techniques — 5 classes 

› 5.1 Understanding Customer Needs

› 5.2 Effective Communication Strategies

› 5.3 Cross-Cultural Customer Interaction

› 5.4 Techniques for Upselling and Cross-Selling

› 5.5 Creating Value Through Promotions

• 1 Understanding Retail Inventory Software — 5 classes 

› 1.1 Introduction to Retail Inventory Software

› 1.2 Navigating Inventory Management Interfaces

› 1.3 Understanding Core Features of Inventory Software

› 1.4 Analyzing Data with Inventory Software Tools

› 1.5 Applying Inventory Software to Optimize Stock Levels

• 2 Basic Operations in Inventory Management — 5 classes 

› 2.1 Understanding Basic Inventory Concepts

› 2.2 Navigating Inventory Management Software

› 2.3 Entering and Updating Inventory Records

› 2.4 Conducting Basic Inventory Searches and Reports

› 2.5 Troubleshooting Common Inventory Software Issues

• 3 Data Analysis and Reporting Tools — 5 classes 

› 3.1 Understanding Retail Data Analysis Concepts

› 3.2 Navigating Inventory Software Tools

› 3.3 Interpreting Dashboard Analytics

› 3.4 Generating Custom Reports

› 3.5 Applying Insights to Optimize Inventory Decisions

• 4 Integrating Inventory Software with Retail Systems — 5 classes 

› 4.1 Understanding Retail System Interfaces

› 4.2 Exploring Inventory Software Capabilities

› 4.3 Configuring Data Synchronization Processes

› 4.4 Implementing Real-time Stock Updates

› 4.5 Analyzing Integration Outcomes and Troubleshooting

• 1 Understanding Retail Technology Ecosystems — 6 classes 

› 1.1 Exploring the Components of Retail Technology Ecosystems

› 1.2 Understanding the Role of E-commerce Platforms in Retail

› 1.3 Integrating Point-of-Sale Systems: Concepts and Challenges

› 1.4 Leveraging Customer Relationship Management Tools

› 1.5 Analyzing Supply Chain Management Technologies

› 1.6 Applying Data Analytics for Enhanced Retail Performance

• 2 Data Integration and Management in Retail — 6 classes 

› 2.1 Understanding the Basics of Data Integration in Retail

› 2.2 Exploring Key Technologies for Retail Data Management

› 2.3 Identifying and Overcoming Data Integration Challenges

› 2.4 Applying Data Integration Tools for Seamless Operations

› 2.5 Analyzing Real-World Case Studies of Data Management

› 2.6 Designing a Data Integration Roadmap for Retail Success

• 3 Enhancing Customer Experience with Technology — 6 classes 

› 3.1 Exploring the Role of Technology in Retail Experience

› 3.2 Understanding Omnichannel Customer Journeys

› 3.3 Integrating Digital Tools to Enhance Engagement

› 3.4 Analyzing Customer Data for Personalization

› 3.5 Implementing Virtual and Augmented Reality in Retail

› 3.6 Evaluating the Impact of Technology on Customer Satisfaction



4 Customer Journey and Experience Strategy 27 chapters · 162 classes   100 marks  



• 1 Understanding the Evolution of Retail Customer Experience — 6

classes 

› 1.1 Exploring the Origins of Retail Customer Experience

› 1.2 Identifying Key Milestones in Customer Interaction Evolution

› 1.3 Analyzing Technological Advancements and Their Impact

› 1.4 Understanding Consumer Behavior Shifts Over Time

› 1.5 Evaluating the Role of Digital Transformation in Retail

› 1.6 Applying Historical Insights to Modern Retail Strategies

• 2 Designing a Customer-Centric Strategy — 6 classes 

› 2.1 Understanding Customer-Centricity: The Core Concepts

› 2.2 Identifying Customer Needs: Tools and Techniques

› 2.3 Crafting a Customer-Centric Vision Statement

› 2.4 Developing Customer-Centric Goals and Objectives

› 2.5 Designing Customer-Centric Processes and Policies

› 2.6 Evaluating and Iterating the Customer-Centric Strategy

• 3 Implementing Advanced Customer Engagement Techniques — 6

classes 

› 3.1 Understanding Advanced Customer Engagement Principles

› 3.2 Analyzing Customer Touchpoints for Improved Interaction

› 3.3 Designing Personalized Customer Engagement Strategies

› 3.4 Implementing Technology-Driven Engagement Solutions

› 3.5 Monitoring and Evaluating Customer Engagement Effectiveness

› 3.6 Leading Teams in Sustaining Advanced Engagement Techniques

• 4 Leadership and Team Management in Customer Experience — 6

classes 

› 4.1 Understanding Leadership in Customer Experience

› 4.2 Exploring Key Leadership Qualities for Retail Success

› 4.3 Building Effective Teams for Customer Experience Excellence

› 4.4 Developing Communication Strategies for Team Leadership

› 4.5 Implementing Motivational Techniques to Enhance Team Performance

› 4.6 Applying Leadership Skills to Real-World Retail Scenarios

• 5 Measuring and Analyzing Customer Experience Success — 6

classes 

› 5.1 Understanding Customer Experience Metrics

› 5.2 Identifying Key Performance Indicators

› 5.3 Analyzing Customer Feedback Effectively

› 5.4 Leveraging Data for Customer Insights

› 5.5 Assessing the Impact of Customer Experience Initiatives

› 5.6 Implementing Continuous Improvement Strategies

• 6 Negotiating Customer Transactions — 6 classes 

› 6.1 Understanding Customer Needs

› 6.2 Introduction to Part-Exchange Sales

› 6.3 Building Rapport with Customers

› 6.4 Effective Negotiation Techniques

› 6.5 Handling Objections and Concerns

› 6.6 Closing the Sale Successfully

• 1 Understanding the Retail Customer Journey — 6 classes 

› 1.1 Identifying Key Stages in the Retail Customer Journey

› 1.2 Analyzing Customer Touchpoints and Interactions

› 1.3 Mapping Customer Emotions Throughout the Journey

› 1.4 Evaluating Customer Pain Points and Opportunities

› 1.5 Enhancing Customer Experience through Journey Mapping

› 1.6 Implementing Improvements Based on Journey Insights

• 2 Mapping Customer Experiences in Retail — 6 classes 

› 2.1 Understanding Customer Journeys in Retail Environments

› 2.2 Identifying Key Touchpoints in the Retail Experience

› 2.3 Analyzing Customer Pain Points and Opportunities

› 2.4 Crafting Empathy Maps for Diverse Retail Shoppers

› 2.5 Designing Effective Retail Customer Journey Maps

› 2.6 Implementing Improvements Based on Customer Journeys

• 3 Identifying Pain Points and Opportunities — 6 classes 

› 3.1 Understanding the Basics of Customer Pain Points

› 3.2 Analyzing Customer Feedback to Identify Pain Points

› 3.3 Mapping Customer Journeys to Reveal Friction Areas

› 3.4 Prioritizing Pain Points for Effective Resolution

• 3 Leveraging Personalization in Omnichannel Retail — 6 classes 

› 3.1 Understanding Omnichannel Personalization Concepts

› 3.2 Identifying Customer Touchpoints for Personalization

› 3.3 Analyzing Customer Data for Personalized Experiences

› 3.4 Implementing Personalized Strategies in Retail Channels

› 3.5 Leveraging Technology to Enhance Personalization

› 3.6 Measuring the Impact of Personalization in Omnichannel Retail

• 4 Measuring and Optimizing Customer Engagement — 6 classes 

› 4.1 Understanding Key Metrics in Customer Engagement

› 4.2 Analyzing Customer Feedback for Improved Engagement

› 4.3 Utilizing Data Analytics to Track Engagement Trends

› 4.4 Implementing Strategies to Enhance Engagement Levels

› 4.5 Optimizing Communication Channels for Better Engagement

› 4.6 Measuring the Impact of Engagement Strategies on ROI

• 5 Implementing Advanced Technologies in Customer Experience —

6 classes 

› 5.1 Exploring Advanced Technologies in Customer Experience

› 5.2 Understanding Customer Data and Personalisation Techniques

› 5.3 Leveraging AI and Chatbots for Enhanced Customer Interaction

› 5.4 Implementing Augmented Reality to Enrich Customer Engagement

› 5.5 Integrating IoT to Improve Customer Satisfaction

› 5.6 Evaluating the Impact of Technology on Customer Experience

• 1 Understanding Omnichannel Strategy and Design — 6 classes 

› 1.1 Exploring the Fundamentals of Omnichannel Strategy

› 1.2 Analyzing Customer Touchpoints Across Channels

› 1.3 Designing Integrated Customer Journeys

› 1.4 Leveraging Technology for Seamless Experiences

› 1.5 Measuring Success in Omnichannel Initiatives

› 1.6 Implementing and Optimizing Omnichannel Strategies

• 2 Mapping the Customer Journey in an Omnichannel Environment 

— 6 classes 

› 2.1 Understanding the Omnichannel Customer Journey

› 2.2 Identifying Customer Touchpoints Across Channels

› 2.3 Analyzing Customer Behavior in Cross-Channel Interactions

› 2.4 Mapping the Customer Path to Purchase

› 2.5 Evaluating Pain Points and Opportunities in the Journey

› 2.6 Designing an Enhanced Omnichannel Experience Strategy

• 3 Leveraging Data and Analytics for Enhanced Customer Insights 

— 6 classes 

› 3.1 Understanding the Role of Data in Omnichannel Retail

› 3.2 Identifying Key Data Sources for Customer Insights

› 3.3 Analyzing Customer Behavior with Advanced Analytics Tools

› 3.4 Integrating Online and Offline Data for a Holistic View

› 3.5 Utilizing Predictive Analytics to Anticipate Customer Needs

› 3.6 Implementing Data-Driven Strategies to Enhance Customer Experience

• 4 Implementing Technology for Omnichannel Integration — 6 classes 

› 4.1 Understanding Omnichannel Integration Concepts

› 4.2 Exploring Technological Solutions for Seamless Integration

› 4.3 Analyzing Customer Journey Mapping Across Channels

› 4.4 Implementing Data Analytics for Enhanced Customer Insights

› 4.5 Identifying Key Technologies for Synchronizing Channels

› 4.6 Evaluating the Impact of Technological Integration on Customer

Experience

• 5 Evaluating and Improving Omnichannel Customer Experience — 6

classes 

› 5.1 Understanding Omnichannel Customer Journeys

› 5.2 Identifying Key Touchpoints in Omnichannel Experiences

› 5.3 Measuring Omnichannel Performance Metrics

› 5.4 Analyzing Customer Feedback for Omnichannel Improvement

› 5.5 Implementing Strategies to Enhance Customer Experience

› 5.6 Evaluating the Impact of Omnichannel Strategies

• 1 Understanding Customer Journey — 6 classes 

› 1.1 Defining Customer Journey Stages

› 1.2 Importance of Customer Journey Mapping

› 1.3 Key Metrics for Customer Journey
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