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Course Introduction

In today's fiercely competitive landscape, service organizations face unique challenges in
attracting, retaining, and delighting customers. This comprehensive training course, "Achieving
Marketing Excellence in Service Organizations," is meticulously designed to equip participants with
the strategic frameworks, actionable insights, and cutting-edge techniques necessary to build a
robust and customer-centric marketing function. By focusing on the nuances of the service industry,
this program delves into the critical aspects of service quality, customer experience management,
and relationship marketing, enabling organizations to differentiate themselves, foster brand
loyalty, and drive sustainable growth. Participants will gain a deep understanding of how to
leverage digital marketing strategies, optimize the customer journey, and cultivate a service-
oriented culture that consistently exceeds customer expectations.

This intensive program offers a practical and engaging learning experience, blending theoretical
knowledge with real-world case studies and interactive exercises. Participants will learn to develop
and implement effective marketing plans, measure marketing ROI, and adapt to the ever-
evolving marketing trends. The course emphasizes the importance of data-driven decision-
making, customer segmentation, and personalized marketing to achieve sustainable
competitive advantage. By the end of this training, individuals will be empowered to lead and
contribute to marketing initiatives that drive tangible business results and establish their
organizations as leaders in service excellence.
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Course Duration

5 days

Course Objectives

1. Understand the unique challenges and opportunities in service marketing.
2. Develop a strategic framework for achieving marketing excellence.
3. Master the principles of service quality and its impact on customer satisfaction.
4. Design and optimize exceptional customer experiences across all touchpoints.
5. Implement effective customer relationship management (CRM) strategies.
6. Leverage digital marketing channels for service promotion and engagement.
7. Develop compelling content marketing strategies tailored for service offerings.
8. Utilize social media marketing to build brand awareness and customer loyalty.
9. Understand and apply marketing analytics to measure performance and optimize campaigns.

10. Implement effective pricing strategies for service offerings.
11. Develop strong internal marketing strategies to foster a service-oriented culture.
12. Understand the importance of brand management in service industries.
13. Create and implement effective marketing communication strategies.

Organizational Benefits

Enhanced customer satisfaction and loyalty.
Increased customer retention rates.
Improved brand reputation and recognition.
Stronger competitive advantage in the market.
Increased revenue generation and profitability.
More effective and efficient marketing campaigns.
Improved alignment between marketing and other organizational functions.
Development of a customer-centric organizational culture.

Target Audience



1. Marketing Managers and Executives in Service Organizations
2. Sales Professionals in Service Industries
3. Customer Service Managers and Representatives
4. Business Owners and Entrepreneurs in the Service Sector
5. Operations Managers focused on Customer Experience
6. Product Managers responsible for Service Offerings
7. Consultants specializing in Service Industries
8. Individuals seeking to advance their careers in Service Marketing

Course Outline

Module 1: Understanding the Fundamentals of Service Marketing

The unique characteristics of services (intangibility, inseparability, variability, perishability).
The expanded marketing mix for services (7 Ps: Product, Price, Place, Promotion, People,
Process, Physical Evidence).
Understanding the service-profit chain and its implications.
Identifying key stakeholders and their roles in service delivery.
Analyzing the service environment and its impact on customer perceptions.

Module 2: Developing a Customer-Centric Marketing Strategy

Defining target markets and customer segmentation in service industries.
Understanding customer needs, expectations, and motivations.
Conducting market research and competitive analysis for service offerings.
Developing a unique value proposition for service organizations.
Setting clear and measurable marketing objectives and KPIs.

Module 3: Mastering Service Quality and Customer Experience Management

Defining and measuring service quality dimensions (SERVQUAL model).
Mapping the customer journey and identifying key touchpoints.
Designing and delivering exceptional customer experiences.
Managing customer feedback and service recovery strategies.
Implementing strategies for continuous service improvement.

Module 4: Leveraging Digital Marketing for Service Organizations

Developing a comprehensive digital marketing strategy for services.
Search engine optimization (SEO) for service-based businesses.
Utilizing social media marketing for engagement and brand building.
Implementing effective email marketing campaigns for service promotion.
Leveraging online reputation management and customer reviews.

Module 5: Building Strong Customer Relationships and Loyalty

Understanding the principles of customer relationship management (CRM).
Implementing CRM systems and leveraging customer data.
Developing strategies for customer retention and loyalty programs.
Personalizing marketing communications and service offerings.
Building long-term, mutually beneficial customer relationships.

Module 6: Crafting Effective Marketing Communications for Services



Developing compelling content marketing strategies for service offerings.
Creating effective advertising and promotional campaigns.
Utilizing public relations and media outreach for service businesses.
Developing strong internal marketing communications to engage employees.
Ensuring consistent brand messaging across all communication channels.

Module 7: Pricing and Distribution Strategies for Services

Understanding different pricing strategies for service offerings.
Factors influencing service pricing decisions.
Managing capacity and demand in service industries.
Developing effective service distribution channels.
Exploring the role of technology in service delivery.

Module 8: Measuring Marketing Performance and Driving Continuous Improvement

Identifying key marketing metrics and KPIs for service organizations.
Utilizing marketing analytics tools and techniques.
Measuring marketing ROI and campaign effectiveness.
Developing dashboards and reports for tracking marketing performance.
Implementing a framework for continuous marketing improvement.

Training Methodology

This training program will utilize a blended learning approach incorporating:

Interactive lectures and presentations
Case studies and real-world examples
Group discussions and brainstorming sessions
Practical exercises and simulations
Q&A sessions and knowledge sharing
Optional post-training support and resources

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.

mailto:info@fineskilltrainingcenter.com


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.

Upcoming Scheduled Sessions

Start Date End Date Location Price

10 Aug 2026 14 Aug 2026 Online $1,100

17 Aug 2026 21 Aug 2026 Online $1,100

24 Aug 2026 28 Aug 2026 Online $1,100

31 Aug 2026 04 Sep 2026 Online $1,100

07 Sep 2026 11 Sep 2026 Online $1,100

14 Sep 2026 18 Sep 2026 Online $1,100

21 Sep 2026 25 Sep 2026 Online $1,100

28 Sep 2026 02 Oct 2026 Online $1,100

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

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com

https://www.fineskilltrainingcenter.com/courses/training-course-on-achieving-marketing-excellence-in-service-organizations

