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1 Consumer Behaviour and Retail Psychology 23 chapters · 129 classes   100 marks  



• 1 Understanding Customer Behaviour in Retail Spaces — 4 classes 

› 1.1 Exploring the Basics of Customer Psychology in Retail

› 1.2 Identifying Key Drivers of Customer Engagement

› 1.3 Analyzing Customer Behavior Patterns in Retail Environments

› 1.4 Applying Visual Merchandising Techniques to Influence Customer

Choices

• 2 Principles of Visual Impact and Their Effects on Customer

Perception — 4 classes 

› 2.1 Understanding Visual Impact in Retail Environments

› 2.2 Analyzing Customer Perception Through Visual Cues

› 2.3 Applying Colour Theory to Enhance Visual Appeal

› 2.4 Crafting Display Elements to Influence Buying Decisions

• 3 Designing Effective Window Displays to Captivate Customers — 4

classes 

› 3.1 Understanding Customer Psychology in Window Shopping

› 3.2 Identifying Key Elements of Visual Impact

› 3.3 Designing Thematic Window Displays

› 3.4 Evaluating the Effectiveness of Window Displays

• 1 Understanding the Retail Environment and Consumer Mindset —

5 classes 

› 1.1 Exploring the Fundamentals of Consumer Behaviour

› 1.2 Identifying Key Psychological Drivers in Retail

› 1.3 Analyzing Factors that Influence Shopper Decisions

› 1.4 Evaluating the Impact of Store Layout on Consumer Experience

› 1.5 Applying Retail Psychology Principles to Optimize Merchandising

• 2 Psychological Triggers in Visual Merchandising — 5 classes 

› 2.1 Understanding Consumer Behaviour in Retail Environments

› 2.2 Exploring Psychological Triggers: The Power of First Impressions

› 2.3 Analyzing Visual Cues: Colour, Light, and Space in Merchandising

› 2.4 Applying Storytelling Techniques in Product Displays

› 2.5 Designing Persuasive Retail Spaces: Case Studies and Applications

• 3 The Role of Sensory Stimuli in Retail Spaces — 5 classes 

› 3.1 Understanding Sensory Stimuli in Retail Environments

› 3.2 Exploring the Impact of Visual Elements on Consumer Decisions

› 3.3 Analyzing the Influence of Auditory Cues in Store Atmospheres

› 3.4 Examining How Scent Affects Shopper Behavior and Mood

› 3.5 Applying Multi-Sensory Techniques to Enhance Shopping Experience

• 4 Advanced Consumer Profiling and Personalization Strategies — 5

classes 

› 4.1 Understanding Customer Personas: Dive into Consumer Profiling

Techniques

› 4.2 Analyzing Shopper Data: Uncovering Patterns and Preferences

› 4.3 Segmenting Your Audience: Crafting Targeted Retail Strategies

› 4.4 Personalization Tactics: Delivering Tailored Shopping Experiences

› 4.5 Evaluating Success: Measuring the Impact of Consumer Personalization

• 5 Staff Organization for Retail Displays — 5 classes 

› 5.1 Understanding Retail Display Principles

› 5.2 Roles and Responsibilities of Staff

› 5.3 Effective Communication in Teams

› 5.4 Planning and Organizing Display Tasks

› 5.5 Evaluating and Adjusting Displays

• 1 Understanding the Psychology of Retail Consumers — 6 classes 

› 1.1 Explore Consumer Psychology Basics

› 1.2 Analyze the Impact of Store Layout on Behavior

› 1.3 Examine Visual Merchandising Techniques

› 1.4 Investigate the Role of Sensory Marketing

› 1.5 Understand Decision-Making Triggers

› 1.6 Apply Psychological Insights to Store Planning

• 2 Identifying Consumer Needs and Preferences — 6 classes 

› 2.1 Understanding the Importance of Consumer Needs

› 2.2 Exploring Methods for Identifying Consumer Preferences

› 2.3 Analyzing Consumer Demographics and Psychographics

› 2.4 Evaluating How Cultural Factors Influence Consumer Choices

› 2.5 Applying Data Analysis to Predict Consumer Behavior

› 2.6 Utilizing Tools and Techniques to Satisfy Consumer Needs

• 5 Evaluating and Adapting to Consumer Behavior Trends — 6 classes 

› 5.1 Understanding Key Consumer Behavior Trends

› 5.2 Analyzing the Impact of Technology on Shopping Habits

› 5.3 Identifying Changes in Consumer Preferences

› 5.4 Evaluating the Role of Social Media in Consumer Decisions

› 5.5 Assessing the Effect of Economic Factors on Buying Trends

› 5.6 Adapting Retail Strategies to Meet Emerging Consumer Needs

• 1 Understanding Consumer Motivation and Decision-Making in E-

commerce — 4 classes 

› 1.1 Exploring Consumer Needs in E-commerce

› 1.2 Analyzing Factors Influencing Online Purchase Decisions

› 1.3 Evaluating the Online Shopping Journey

› 1.4 Applying Decision-Making Models to E-commerce Behavior

• 2 Analyzing Consumer Behavior Patterns and Trends in the Digital

Marketplace — 4 classes 

› 2.1 Understanding Online Consumer Behavior

› 2.2 Identifying Key E-commerce Trends

› 2.3 Analyzing Consumer Data in E-commerce

› 2.4 Applying Behavior Patterns to Marketing Strategies

• 3 Strategies for Influencing Consumer Engagement and Retention

Online — 4 classes 

› 3.1 Understanding Consumer Motivation in E-commerce

› 3.2 Leveraging Personalisation to Drive Engagement

› 3.3 Implementing Retention Strategies to Foster Loyalty

› 3.4 Analyzing Data to Predict Consumer Behaviour Online

• 1 Understanding Consumer Psychology in E-commerce — 5 classes 

› 1.1 Exploring the Foundations of Consumer Psychology in E-commerce

› 1.2 Identifying Key Psychological Drivers Influencing Online Shopping

› 1.3 Analyzing the Role of Perception in E-commerce Decision Making

› 1.4 Applying Psychological Insights to Enhance User Experience

› 1.5 Examining Case Studies of Successful Consumer Engagement

Strategies

• 2 Analyzing Consumer Data and Trends — 5 classes 

› 2.1 Understanding Consumer Data: Key Concepts and Sources

› 2.2 Interpreting Consumer Demographics and Psychographics

› 2.3 Identifying and Analyzing Consumer Purchase Patterns

› 2.4 Evaluating Consumer Sentiment Through Data Analysis

› 2.5 Applying Data Insights to Predict Consumer Trends

• 3 Segmentation and Targeting in Digital Retail — 5 classes 

› 3.1 Understanding Consumer Segmentation in Digital Retail

› 3.2 Identifying Key Segmentation Variables for Digital Consumers

› 3.3 Analyzing Target Market Selection Strategies in E-Commerce

› 3.4 Exploring Digital Retail Targeting Techniques

› 3.5 Applying Segmentation and Targeting to Online Marketing Campaigns

• 4 Personalization and Consumer Engagement Strategies — 5 classes 

› 4.1 Understanding Personalization in Digital Retail

› 4.2 Identifying Consumer Preferences through Data Analysis

› 4.3 Implementing Effective Personalization Techniques

› 4.4 Enhancing Consumer Engagement with Targeted Strategies

› 4.5 Evaluating the Impact of Personalization on Consumer Behavior

• 21 Gathering Customer Responses to Displays — 10 classes 

› 21.1 Why Customer Response Evidence Matters

› 21.2 Observing Shopper Behaviour on the Floor

› 21.3 Counting Footfall and Dwell Time

› 21.4 Tracking Which Displays Draw Attention

› 21.5 Simple Customer Questions at the Exit

› 21.6 Using Short Survey Forms

› 21.7 Reading Sales Data Before and After a Change

› 21.8 Listening to Staff Observations

› 21.9 Recording Findings in a Simple Table

› 21.10 Reporting Results to the Display Team

• 22 Indian Shopper Habits and Buying Motives — 10 classes 

› 22.1 Value Seeking and Price Sensitivity

› 22.2 Festival and Wedding Season Buying

› 22.3 Family Decision Making in Purchases



2 Retail Analytics and Sales Forecasting 59 chapters · 350 classes   100 marks  



• 1 Understanding Customer Data and Its Relevance in Retail — 6

classes 

› 1.1 Discovering the Importance of Customer Data in Retail

› 1.2 Identifying Key Types of Customer Data

› 1.3 Monitoring Customer Account Performance

› 1.4 Understanding Customer Behavior Through Data Analysis

› 1.5 Employing CRM Systems to Enhance Data Utilization

› 1.6 Applying Customer Data Strategies to Boost Retail Sales

• 2 Data Collection Techniques and Tools in Retail Environments — 6

classes 

› 2.1 Understanding Customer Data Needs in Retail

› 2.2 Identifying Key Data Collection Points

› 2.3 Exploring Data Collection Tools and Technologies

› 2.4 Applying Data Collection Techniques Effectively

› 2.5 Analyzing Data Quality and Integrity

› 2.6 Leveraging Collected Data to Enhance CRM

• 3 Analyzing Customer Data for Insights and Trends — 6 classes 

› 3.1 Understanding Customer Data Sources

› 3.2 Identifying Key Customer Metrics

› 3.3 Visualizing Customer Data Effectively

› 3.4 Assessing Risks in Customer Service

› 3.5 Interpreting Customer Data for Business Insights

› 3.6 Applying Data Analysis to Predict Trends

• 4 Implementing Customer Data Insights into CRM Strategies — 6

classes 

› 4.1 Understanding Customer Data Insights

› 4.2 Analyzing Patterns and Trends in Customer Data

› 4.3 Translating Data Insights into CRM Objectives

› 4.4 Designing CRM Strategies Based on Data Insights

› 4.5 Implementing Data-Driven Tactics in CRM Systems

› 4.6 Evaluating the Effectiveness of CRM Data Integration

• 5 Ethical Considerations and Compliance in Customer Data

Management — 6 classes 

› 5.1 Understanding Ethical Principles in Data Management

› 5.2 Recognizing the Importance of Data Privacy

› 5.3 Exploring Legal Frameworks for Customer Data

› 5.4 Identifying Key Compliance Regulations in Data Handling

› 5.5 Implementing Ethical Data Practices in CRM

› 5.6 Evaluating Compliance Strategies in Customer Data Management

• 1 Fundamentals of Retail Data Analysis — 6 classes 

› 1.1 Understanding Retail Data Types and Sources

› 1.2 Exploring Key Metrics in Retail Performance

› 1.3 Analyzing Customer Demographics and Behavior Data

› 1.4 Interpreting Sales and Inventory Data Patterns

› 1.5 Applying Data Visualization Techniques in Retail

› 1.6 Generating Insights for Strategic Retail Decisions

• 2 Understanding Customer Behaviour Through Data — 6 classes 

› 2.1 Analyzing Customer Demographics for Insights

› 2.2 Interpreting Buying Patterns and Trends

› 2.3 Identifying Behavioral Segments with Data

› 2.4 Applying Predictive Analytics in Retail

› 2.5 Utilizing Customer Feedback for Data-Driven Decisions

› 2.6 Implementing Strategies from Data Insights

• 3 Advanced Analytical Methods for Retail Insights — 6 classes 

› 3.1 Understanding Advanced Retail Data Sets

› 3.2 Applying Statistical Techniques to Retail Data

› 3.3 Exploring Predictive Analytics for Retail Trends

› 3.4 Utilizing Machine Learning for Customer Insights

› 3.5 Interpreting Data Visualization in Retail Contexts

› 3.6 Implementing Data-Driven Strategies in Retail Leadership

• 4 Data-Driven Decision Making in Retail — 6 classes 

› 4.1 Understanding the Role of Data in Retail Decision Making

› 4.2 Identifying Key Retail Metrics and KPIs

› 4.3 Collecting and Organizing Retail Data Effectively

› 4.4 Analyzing Customer Behavior Through Data Patterns

• 2 Data Analysis Techniques for Retail Insights — 6 classes 

› 2.1 Understanding Retail Data Sources

› 2.2 Exploring Data Collection Methods

› 2.3 Analyzing Consumer Buying Patterns

› 2.4 Identifying Key Market Trends

› 2.5 Applying Statistical Tools for Insights

› 2.6 Interpreting Data for Strategic Decisions

• 3 Identifying Consumer Trends in the Retail Market — 6 classes 

› 3.1 Understanding Retail Consumer Behavior Dynamics

› 3.2 Analyzing Current Retail Market Indicators

› 3.3 Exploring Methods to Identify Emerging Trends

› 3.4 Utilizing Data Analytics for Trend Forecasting

› 3.5 Leveraging Social Media Insights in Retail

› 3.6 Applying Trend Analysis to Retail Strategy Development

• 4 Forecasting Techniques for Retail Demand — 6 classes 

› 4.1 Explore the Basics of Retail Demand Forecasting

› 4.2 Understand Key Variables Influencing Retail Demand

› 4.3 Analyze Historical Sales Data for Trends

› 4.4 Apply Quantitative Forecasting Models

› 4.5 Utilize Qualitative Methods in Demand Prediction

› 4.6 Implement Integrated Forecasting Techniques in Retail

• 5 Strategic Implementation of Trend Forecasts — 6 classes 

› 5.1 Understanding Trend Forecasting Models

› 5.2 Analyzing Market Conditions for Strategic Insights

› 5.3 Identifying Key Indicators for Future Trends

› 5.4 Integrating Forecasts into Strategic Planning

› 5.5 Adapting Strategies for Market Changes

› 5.6 Evaluating the Impact of Trend Forecast Implementation

• 1 Customer Behavior Analysis — 6 classes 

› 1.1 Understanding Consumer Preferences

› 1.2 Data-Driven Decision Making

› 1.3 Segmentation of Retail Customers

› 1.4 Predictive Analytics in Retail

› 1.5 Customer Journey Mapping

› 1.6 Feedback Analysis Techniques

• 2 Inventory Management Analytics — 6 classes 

› 2.1 Stock Level Optimization

› 2.2 Demand Forecasting Methods

› 2.3 Turnover Rate Analysis

› 2.4 Supplier Performance Metrics

› 2.5 Inventory Cost Control

› 2.6 Automated Inventory Systems

• 3 Sales Performance Metrics — 6 classes 

› 3.1 Key Performance Indicators

› 3.2 Sales Conversion Analysis

› 3.3 Revenue Growth Strategies

› 3.4 Sales Team Productivity

› 3.5 Market Share Analysis

› 3.6 Competitive Sales Benchmarking

• 4 Digital Marketing Analytics — 6 classes 

› 4.1 Social Media Impact Measurement

› 4.2 SEO Performance Tracking

› 4.3 Email Campaign Effectiveness

› 4.4 Website Traffic Analysis

› 4.5 Content Engagement Metrics

› 4.6 Ad Spend ROI Evaluation

• 5 Supply Chain Analytics — 6 classes 

› 5.1 Logistics Performance Metrics

› 5.2 Supplier Risk Assessment

› 5.3 Transportation Cost Analysis

› 5.4 Supply Chain Optimization Techniques

› 5.5 Inventory Replenishment Strategies

› 5.6 Collaboration in Supply Chain

• 1 Utilizing Retail Analytics for Enhanced Decision Making — 6

classes



3 Retail Strategy, Innovation and Business Planning 64 chapters · 384 classes   100 marks  



• 1 Understanding the Foundations of Customer Experience — 6

classes 

› 1.1 Defining Customer Experience: Core Concepts and Importance

› 1.2 Exploring Customer Personas: Understanding Diverse Needs

› 1.3 Mapping the Customer Journey: Identifying Touchpoints

› 1.4 Analyzing Customer Feedback: Listening and Learning

› 1.5 Understanding Emotional Triggers: Enhancing Customer Satisfaction

› 1.6 Developing a Strategic Customer Experience Plan: Key Steps and

Considerations

• 2 Analyzing Customer Insights and Behavior — 6 classes 

› 2.1 Understanding Customer Insight Fundamentals

› 2.2 Identifying Key Behavioral Patterns in Retail

› 2.3 Analyzing Data Sources for Customer Behavior

› 2.4 Interpreting Customer Feedback and Surveys

› 2.5 Developing Customer Personas from Insights

› 2.6 Applying Behavioral Analysis to Enhance Strategy

• 3 Designing a Customer-Centric Strategy — 6 classes 

› 3.1 Understanding Customer-Centricity: The Foundation of Strategic

Planning

› 3.2 Identifying Customer Needs: Techniques for Gathering Insights

› 3.3 Analyzing Customer Data: Transforming Insights into Strategy

› 3.4 Crafting the Customer Experience Vision: Aligning with Business Goals

› 3.5 Designing Customer-Centric Initiatives: Strategic Planning Tools

› 3.6 Implementing and Monitoring Customer-Focused Strategies: Ensuring

Success

• 4 Implementing Strategic Customer Experience Initiatives — 6

classes 

› 4.1 Understanding the Foundations of Customer Experience Initiatives

› 4.2 Analyzing Consumer Feedback to Inform Strategic Decisions

› 4.3 Developing Actionable Customer Experience Roadmaps

› 4.4 Aligning Team Resources with Strategic Goals for Customer Experience

› 4.5 Implementing Technology for Enhanced Customer Engagement

› 4.6 Measuring Success and Refining Customer Experience Strategies

• 5 Evaluating and Improving Customer Experience Strategies — 6

classes 

› 5.1 Understanding Customer Experience Metrics

› 5.2 Analyzing Customer Feedback for Actionable Insights

› 5.3 Identifying Gaps in Current CX Strategies

› 5.4 Designing Solutions to Enhance Customer Satisfaction

› 5.5 Implementing CX Strategy Improvements

› 5.6 Measuring the Impact of Updated CX Strategies

• 1 Understanding Customer Behavior and Expectations — 6 classes 

› 1.1 Identifying Core Consumer Behaviors

› 1.2 Analyzing Customer Expectations

› 1.3 Exploring the Impact of Emotional Drivers

› 1.4 Segmenting Customers for Tailored Experiences

› 1.5 Predicting Behavioral Trends Through Data

› 1.6 Applying Behavioral Insights to Enhance Customer Experience

• 2 Designing Innovative Customer Experience Strategies — 6 classes 

› 2.1 Understanding Customer Needs

› 2.2 Analyzing Market Trends for Innovation

› 2.3 Exploring Cutting-Edge Technologies

› 2.4 Designing Customer-Centric Solutions

› 2.5 Prototyping and Testing New Concepts

› 2.6 Implementing and Evaluating Strategies

• 3 Implementing Technology-Driven Enhancements — 6 classes 

› 3.1 Understanding Technology's Role in Customer Experience

› 3.2 Identifying Opportunities for Technology Integration

› 3.3 Analyzing Case Studies of Successful Tech Implementations

› 3.4 Evaluating Tools for Enhancing Customer Interactions

› 3.5 Designing a Tech-Driven Customer Experience Strategy

› 3.6 Measuring the Impact of Technology on Customer Satisfaction

• 4 Personalization and Customer Engagement Techniques — 6

classes 

› 4.1 Exploring the Basics of Personalization in Retail

› 4.2 Identifying Customer Segmentation Techniques

• 4 Advancing Customer Experience and Engagement Strategies — 6

classes 

› 4.1 Understanding the Customer Journey

› 4.2 Identifying Key Engagement Touchpoints

› 4.3 Designing Personalized Customer Experiences

› 4.4 Implementing Multi-Channel Engagement Strategies

› 4.5 Measuring Customer Experience Effectiveness

› 4.6 Innovating for Enhanced Customer Loyalty

• 5 Leadership in Retail Innovation and Change Management — 6

classes 

› 5.1 Building a Culture of Innovation

› 5.2 Change Management Frameworks

› 5.3 Leadership Styles in Retail

› 5.4 Fostering Team Collaboration

› 5.5 Customer-Centric Leadership

› 5.6 Measuring Innovation Success

• 6 Strategic Retail Management and Staffing — 6 classes 

› 6.1 Introduction to Retail Staffing

› 6.2 Understanding Workforce Requirements

› 6.3 Creating Effective Work Schedules

› 6.4 Analyzing Staffing Levels

› 6.5 Implementing Staffing Strategies

› 6.6 Evaluating Staffing Effectiveness

• 1 Fundamentals of Strategic Retail Management — 6 classes 

› 1.1 Understanding Strategic Retail Management Principles

› 1.2 Analyzing Retail Market Trends

› 1.3 Developing Competitive Retail Strategies

› 1.4 Optimizing Store Layout and Design

› 1.5 Integrating Brand Identity into Retail Strategy

› 1.6 Evaluating Strategic Retail Performance

• 2 Analyzing Consumer Behavior and Market Trends — 6 classes 

› 2.1 Understanding Consumer Motivation

› 2.2 Identifying Market Segments

› 2.3 Analyzing Purchasing Decisions

› 2.4 Exploring Market Research Techniques

› 2.5 Interpreting Market Trend Data

› 2.6 Applying Consumer Insights to Strategy

• 3 Designing Competitive Retail Strategies — 6 classes 

› 3.1 Understanding the Basics of Competitive Retail Strategy

› 3.2 Analyzing Market Trends and Consumer Behavior

› 3.3 Identifying Key Differentiators in Retail Branding

› 3.4 Crafting a Unique Value Proposition for Retail Success

› 3.5 Implementing Strategic Positioning in Store Design

› 3.6 Evaluating and Adjusting Retail Strategies for Competitive Edge

• 4 Optimizing Retail Operations for Brand Consistency — 6 classes 

› 4.1 Understanding Brand Consistency in Retail Operations

› 4.2 Analyzing the Impact of Retail Operations on Brand Perception

› 4.3 Streamlining Processes to Maintain Brand Standards

› 4.4 Implementing Effective Communication Strategies for Consistent

Branding

› 4.5 Utilizing Technology to Enhance Retail Operations and Brand Unity

› 4.6 Evaluating and Improving Retail Operations for Sustained Brand

Success

• 5 Measuring and Evaluating Retail Performance — 6 classes

› 5.1 Understanding Key Performance Indicators in Retail

› 5.2 Analyzing Sales Metrics and Trends

› 5.3 Assessing Customer Satisfaction and Feedback

› 5.4 Evaluating Inventory Turnover and Management

› 5.5 Interpreting Financial Ratios for Retail Health

› 5.6 Utilizing Performance Data for Strategic Planning

• 1 Market Analysis and Trends — 6 classes 

› 1.1 Understanding Market Dynamics

› 1.2 Identifying Emerging Trends

› 1.3 Competitive Landscape Assessment

› 1.4 Market Segmentation Strategies

 1.5 Consumer Behavior Analysis



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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