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Understanding Customers' Behaviors
and Gaining Their Loyalty
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What Will | Benefit? ‘i; eawaiwlw 13lo
This course aims to equip YOU with a comprehensive ool ¢glul Yol pgay ¢aygji ] 8)gall 02 Cangi
understanding of customer behavior and the ellnell =g pghil daojllll a1ayiliwllg duuaill ¢ilgailg
psychological and strategic tools necessary for Lo uilil &y aljlgo gosliall aleiuw aile Blaallg

developing and maintaining customer loyalty. Participants

will learn practical skills to influence consumer decisions, Jaoo yulidg .cUgll ooy poronig .guSlgiwell Old

design loyalty programs, and measure retention.
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At the end of this course, the participants should be able oyl ggsbitall ggsy of cuny auyaill 6jgall aylgi (nd
to: e
* Understand the psychological and sociological factors '

influencing customer behaviors. dolw na HET cadll dyelainllg &uuaill Jolgoll pga =
* Segment and identify customers to personalize loyalty ellnoll

strategies.

* Create and implement effective loyalty programs that
enhance customer retention.

* Leverage emotional triggers and cognitive biases to
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drive loyalty. .elgll
* Monitor, measure, and improve loyalty programs elloell alily cnle 2l Vo)l aoly guwaig yulidg &udlo  *
based on customer data and feedback. Joall 5939

Target Audience &

* Marketing Professionals

* Customer Relationship Professionals
* Sales Managers

* Brand Managers

* Product Managers

Course Outline

» Introduction to Customer Behavior and Loyalty
* Introduction to Customer Behavior
— What is customer behavior?
— Factors influencing customer behavior:
psychological, social, personal, and cultural
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— The importance of understanding customer ‘Juooll Jha 3ladl auloe =
needs and desires. enle capeillliall Alail (ud yuoall Jolodl —
* The Customer Decision-Making Process elgLu eyl a1l .ciloglooll e éiayl aalall
— The 5 stages of decision-making: need |JJ.:i1J| :1_0_1 b
recognition, information search, evaluation, dmm . . . . i~ ..
purchase, post-purchase behavior. P9 AGTA : = N
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— How different customers make decisions and
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how businesses can influence each stage. ellooll e lg &y00l =

* The Importance of Customer Loyalty plaiwoll Jlocll plail dpnos cllooll 2lg —
— Customer loyalty as a driver of sustainable elloolly BLainll Jldo 519 2lloc qlwisSl dalaj —
business success. i
— Cost of acquiring new customers vs. retaining Bugd 2lg polpy ciang alspild &b alwljs —
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— Case studies of companies that succeeded with ailalyinlg ellgimoll galgs *

strong loyalty programs.
» Psychological Factors in Consumer Behavior
* Consumer Motivation and Needs
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— Maslow’s Hierarchy of Needs and its impact on
customer behavior.
— How to identify customer needs and motivations

that drive purchases and loyalty. Ayyladll
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— The role of emotions in purchasing decisions o epd nlll ayladll alollell:alls alwly -
and brand loyalty. nabloll §iquuill
— Creating emotional connections with customers. Al Aladlg auslpll oljadl *
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* Cognitive Biases and Decision-Making C e e ..
— Understanding cognitive biases (e.g., anchoring, i iur}z:

confirmation bias, scarcity). | |
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— Leveraging these biases to enhance customer
loyalty and influence decisions.

» Customer Segmentation and Personalization (0 &l00 cilegano calagiwl oyl droel -
% Introduction to Customer Segmentation =llooll
— The importance of segmentation for targeting nSolw . cnudi.cnalpégoysonndill §ib —
specific customer groups. nalong
— Methods of segmentation: demographic, nSglull auuadl
psychographic, behavioral, and geographic. JAD L elpivl gl cnle 2l ellooll pyudi —
* Behavioral Segmentation as)liinllg

— Segmenting customers based on their buying
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behavior, frequency, and engagement.
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— Identifying high-value customers and how to
prioritize them in loyalty programs.
* Personalizing Loyalty Programs

— Customizing rewards and incentives to different aalisoll cllooll
customer segments. alp alig dyyno gaui lgll aolp Joo ara1s —
— How to make loyalty programs feel exclusive and .ellooll
relevant to customers. «llgll polp A1aiig pronj <
» Designing and Implementing Loyalty Programs :elgJl aoly glgil =
* Types of Loyalty Programs
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— Points-based programs, tiered programs,
cashback, membership-based rewards.
— How to choose the right program for your
business.
* The Role of Technology in Loyalty Programs
— Using CRM systems, loyalty apps, and Al for
personalized loyalty experiences.
— How technology can streamline customer
engagement and tracking.
* Measuring Success and Impact
— Key performance indicators (KPIs) to measure
the effectiveness of loyalty programs (e.g.,
retention rate, customer lifetime value, Net
Promoter Score).
— Feedback loops and continuous improvement of
loyalty programs.
» Retaining Customers and Future Trends
* Customer Retention Strategies
— Building long-term customer relationships
through personalized communication and
experiences.
— The role of customer service in retention.
— Case studies on businesses with strong
customer retention strategies.
* Building Brand Advocates
— Turning loyal customers into brand ambassadors
and influencers.
— Referral programs and incentivizing word-of-
mouth marketing.
* Emerging Trends in Customer Loyalty
— The impact of Al, big data, and personalization
on loyalty programs.
— Sustainability and ethical consumption
influencing customer loyalty.
— The rise of subscription models and customer-
centric business approaches.

Target Competencies %‘1

* Customer Behavior Analysis Effective Feedback

* Segmentation and Targeting

* Loyalty Program Design and Implementation

* Performance Measurement and Continuous
Improvement

* Emotional and Cognitive Drivers of Loyalty
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This training course will be carried out through the use of
best practices and the right combination of engaging and

purposeful tools such as:

* Practical, relevant case studies
* Group activities and workshops
* Related role plays

* Experiential learning

* Brainstorming

* Stimulating mental activities

* Engaging team competitions

* Suitable training Videos

* Presentations

* Self-assessments

* Learning with Simulations and Games

Course Information

Date ayjlill Location glaoll
26-30/4/2026 Jeddah 629
12-16/7/2026 Khobar pall
6-10/12/2026 Riyadh gyl

Remarks

* Fees do not include value added tax
* Daily snacks & refreshments + lunch meal
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