
 

 
 

DRIVE CUSTOMER LOYALTY FOR SERVICE EXCELLENCE 
 (This programme is conducted in partnership with SQ Centre) 

 
DESCRIPTION 
This unit covers the knowledge and application skills to enhance customer loyalty. This involves 
the development of customer loyalty strategies, evaluating the impact of the strategies and 
recommending changes to service operations plans that may have an impact on customer 
loyalty. 

 
TARGET PARTICIPANTS  

 Vice President  

 Customer Experience Directors  

 Regional Directors  

 Marketing and Comm. Director  

 
DURATION 
1 days (8 hours) 

 
LEARNING OUTCOMES 

 Develop strategies to improve customer loyalty  

 Evaluate impact of customer loyalty strategies  

 Recommend changes to service operations plan affecting customer loyalty  

 
COURSE CONTENTS 

 Develop strategies to improve customer loyalty  
o Design and implement a customer loyalty strategy to increase customer satisfaction and 

retention through development of customer loyalty strategies such as introducing 
programmes to encourage repeat business and investing in corporate social 
responsibility efforts 

 

 Evaluate impact of customer loyalty strategies  
o Evaluate the impact of customer loyalty strategies with criteria such as revenue from 

repeat customers, level of customer satisfaction, customer compliments-complaints 
ratio and sign-up rates for customer loyalty programmes 

 

 Recommend changes to service operations plan affecting customer loyalty  
o Make changes to service operations plans by refining workflow processes and standard 

operating procedures, introducing measures to cater to high volume customer traffic 
and ensuring team’s adherence to procedures for service delivery 

 
LEARNING METHODOLOGY 

 Mini-lectures 

 Group discussions/ Presentations 

 Role-plays 

 Quizzes 

 Videos 

 Games 

 
 



 

 
 
ASSESSMENT 
Participants are required to undertake assessments which may take the form of: 

 Learning journal 

 Role-play/ presentation 

 Oral question 

Participants who fulfill all requirements will receive a Statement of Attainment (SOA) issued by 
the Singapore Workforce Development Agency (WDA). 
 
COURSE FEES 
 
WDA-funded Course Fee*  :  $157.29 nett 
Full Course Fee   :  $524.30 nett  
 
 All fees stated are inclusive of 7% GST.  
(*70% course fee support for Singaporeans/SPRs only. Conditions apply)  
 

 


