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Course Introduction

In today’s hyper-competitive business landscape, cultivating customer loyalty is no longer optional it's a
strategic imperative. Businesses that excel in designing innovative loyalty programs leverage service
touchpoints to create memorable experiences that drive repeat purchases, increase customer lifetime
value, and enhance brand advocacy. Designing Loyalty Programs with Service Touchpoints Training
Course equips participants with actionable strategies to integrate omnichannel touchpoints, behavioral
insights, and personalized engagement tactics to design loyalty programs that are not only appealing but
also measurable and sustainable. Participants will gain practical frameworks to align loyalty initiatives with
broader business objectives, transforming transactional interactions into meaningful, long-term
relationships.

Through this immersive training, participants will explore the latest trends in gamification, Al-driven
personalization, predictive analytics, and customer journey mapping to craft loyalty programs that resonate
with modern consumers. By analyzing real-world case studies across retail, hospitality, and digital services,
learners will develop the skills to optimize touchpoint strategies, maximize customer retention, and foster
advocacy in an increasingly digital-first ecosystem. This course emphasizes hands-on learning, actionable
insights, and strategic thinking, empowering professionals to design loyalty programs that drive measurable
business growth and elevate the overall customer experience.
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In today’s hyper-competitive business landscape, cultivating customer loyalty is no longer optional it's a
strategic imperative. Businesses that excel in designing innovative loyalty programs leverage service
touchpoints to create memorable experiences that drive repeat purchases, increase customer lifetime value,
and enhance brand advocacy. Designing Loyalty Programs with Service Touchpoints Training Course equips
participants with actionable strategies to integrate omnichannel touchpoints, behavioral insights, and
personalized engagement tactics to design loyalty programs that are not only appealing but also measurable
and sustainable. Participants will gain practical frameworks to align loyalty initiatives with broader business
objectives, transforming transactional interactions into meaningful, long-term relationships.

Through this immersive training, participants will explore the latest trends in gamification, Al-driven
personalization, predictive analytics, and customer journey mapping to craft loyalty programs that resonate with
modern consumers. By analyzing real-world case studies across retail, hospitality, and digital services, learners
will develop the skills to optimize touchpoint strategies, maximize customer retention, and foster advocacy in an
increasingly digital-first ecosystem. This course emphasizes hands-on learning, actionable insights, and
strategic thinking, empowering professionals to design loyalty programs that drive measurable business growth
and elevate the overall customer experience.

Course Duration
5 days
Course Objectives

Understand the fundamentals of customer loyalty and retention strategies.

Identify key service touchpoints across the customer journey.

Analyze behavioral and transactional customer data to inform loyalty program design.
Develop omnichannel engagement strategies for loyalty initiatives.

Apply gamification techniques to increase customer interaction and program participation.
Leverage Al and predictive analytics for personalized loyalty campaigns.

Design tiered reward structures that maximize customer lifetime value.

Integrate emotional and experiential elements into loyalty programs.

Evaluate the ROI and effectiveness of loyalty initiatives.

Implement retention strategies tailored to digital and physical touchpoints.

. Benchmark global best practices and case studies in loyalty programs.

. Align loyalty programs with brand values and customer expectations.

. Foster customer advocacy through referral and community-building strategies.

© NGO~ WDNPRE

el il
w N PO

Target Audience

Customer Experience Managers

Marketing and CRM Professionals

Loyalty Program Managers

Digital Marketing Strategists

Brand Managers

Retail and Hospitality Executives

Product Managers

Business Analysts focusing on Customer Retention
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Course Modules

Module 1: Fundamentals of Customer Loyalty



Understanding loyalty versus satisfaction
Customer lifetime value and retention metrics
Key drivers of loyalty in modern businesses
Loyalty program types and structures

Case Study: Starbucks Rewards Program

Module 2: Mapping Customer Touchpoints

¢ Identifying physical and digital touchpoints
Customer journey mapping techniques
Pain points and opportunity analysis
Omni-channel touchpoint integration

Case Study: Disney’s Guest Experience Journey
Module 3: Data-Driven Loyalty Strategies

e Collecting and analyzing customer data

Behavioral segmentation techniques
Predictive analytics for loyalty programs
Personalization based on insights

Case Study: Amazon Prime Personalization
Module 4: Gamification and Engagement Mechanics

e Principles of gamification in loyalty

Point systems, badges, and rewards
Challenges and leaderboards for engagement
Encouraging repeat behavior through incentives
Case Study: Duolingo Streak Rewards

Module 5: Al and Predictive Loyalty Campaigns

e Machine learning in loyalty program design

Predictive customer churn models

Al-driven personalized offers

Automating engagement across touchpoints

Case Study: Sephora’s Al-Powered Recommendations

Module 6: Emotional and Experiential Loyalty Design

e Designing experiences that resonate emotionally
Brand storytelling in loyalty programs

Exclusive experiences and events

Creating community-driven loyalty

Case Study: Nike Membership Experience

Module 7: ROl and Performance Measurement

e Key performance indicators (KPIs) for loyalty
e Calculating ROI for loyalty initiatives

e Customer feedback and satisfaction metrics
e Continuous improvement strategies



e Case Study: Hilton Honors Program Analytics
Module 8: Implementation and Best Practices

e Aligning loyalty programs with business strategy
Managing program rollout and adoption

Legal and ethical considerations

Benchmarking and competitive analysis

Case Study: Marriott Bonvoy Global Rollout

Training Methodology

This course employs a participatory and hands-on approach to ensure practical learning, including:

¢ Interactive lectures and presentations.

e Group discussions and brainstorming sessions.

e Hands-on exercises using real-world datasets.

e Role-playing and scenario-based simulations.

e Analysis of case studies to bridge theory and practice.
e Peer-to-peer learning and networking.

o Expert-led Q&A sessions.

e Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.
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Start Date

10 Aug 2026

17 Aug 2026

24 Aug 2026

31 Aug 2026

07 Sep 2026

14 Sep 2026

21 Sep 2026

28 Sep 2026

End Date

14 Aug 2026

21 Aug 2026

28 Aug 2026

04 Sep 2026

11 Sep 2026

18 Sep 2026

25 Sep 2026

02 Oct 2026

Location

Online

Online

Online

Online

Online

Online

Online

Online

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Price

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100
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https://www.fineskilltrainingcenter.com/courses/designing-loyalty-programs-with-service-touchpoints-training-course

