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COURSE INTRODUCTION / OVERVIEW:

This intensive training course is designed to immerse participants in the sophisticated world of high-end retail and client
relationship management. In a market where products are abundant, the true differentiator for luxury brands lies in the
unparalleled customer experience and the strength of personal connections. This program moves beyond traditional sales
techniques to explore the psychology of the affluent consumer, the art of storytelling, and the strategic implementation of
clienteling. Drawing upon seminal works in the field, such as "The Luxury Strategy" by Jean-Noél Kapferer, we will dissect
what truly constitutes luxury and how to communicate that value effectively. Participants will learn to become trusted
brand ambassadors, capable of building and nurturing long-term relationships with high-net-worth individuals (HNWI). At
BIG BEN Training Center, we provide the tools to master bespoke customer service, handle challenging situations with
grace, and ultimately drive loyalty and significant customer lifetime value in the competitive luxury sector. This course is a
comprehensive journey into creating memorable, personalized experiences that resonate with the discerning tastes of the

modern luxury client.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Luxury Retail Sales Associates and Senior Sales Professionals.

e Boutique and Store Managers.

Client Advisors and Personal Shoppers.

Brand Ambassadors.

Customer Relationship Managers.

Retail Operations Managers.

Visual Merchandisers aspiring to a client-facing role.

Professionals transitioning into the luxury retail sector.

TARGET SECTORS AND INDUSTRIES:

e High-End Fashion and Apparel.

Fine Jewelry and Watchmaking.

Luxury Automotive Dealerships.

Premium Cosmetics and Fragrances.

High-End Furniture and Home Decor.

Fine Art Galleries and Auction Houses.

Yachting and Private Aviation Sales.

www.bigben-training.com




Client Relations and VIP Services.

Customer Service and Experience.

Marketing and Brand Management.

Business Development.

Training and Development.

Public Relations and Events.

COURSE OFFERINGS:
By the end of this course, the participants will have able to:

e Understand the unique psychology and expectations of the affluent consumer.

e Master the art of consultative selling and luxury storytelling.

¢ Develop and implement effective clienteling strategies to build a loyal client base.
e Enhance communication and interpersonal skills for engaging with HNWIs.

e Create a personalized and exceptional end-to-end customer journey.

e Manage difficult client situations and objections with professionalism and tact.

o Leverage after-sales service as a powerful relationship-building tool.

e Utilize client data to anticipate needs and provide proactive service.

e Act as atrue brand ambassador, embodying the values of the luxury brand.

e Increase customer lifetime value through strategic relationship management.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, experiential, and directly
applicable to the luxury retail environment. We believe that mastering the art of luxury service comes from practice, not
just theory. The course heavily utilizes role-playing scenarios that simulate real-world interactions with different types of
luxury clients, from the new aspirational buyer to the established high-net-worth collector. These sessions are followed by
constructive feedback from the instructor and peers to refine communication and sales techniques. We will analyze in-
depth case studies of leading global luxury brands, deconstructing their strategies for success in customer experience and
relationship management. Group discussions and collaborative workshops encourage the sharing of experiences and best
practices, fostering a rich learning environment. Participants will engage in practical exercises such as developing a
personal client book strategy and mapping the ideal customer journey. This hands-on approach ensures that participants
leave not only with new knowledge but with the confidence and skills to implement their learnings immediately upon

returning to their roles, thereby delivering tangible results.

COURSE AGENDA (COURSE UNITS):
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The critical role of the sales profession?al asabran

Differentiating between premium service and true luxury service.

e Core principles of luxury brand communication and etiquette.

UNIT TWO: MASTERING THE ART OF CONSULTATIVE LUXURY SALES

e Moving from a transactional to a relational sales approach.

Techniques for building instant rapport and trust.

The power of active listening and insightful questioning.

Crafting compelling brand and product stories that create emotional connections.

e Presenting products with elegance and expertise.

Handling price objections and value justification in a luxury context.

Mastering the art of closing the sale gracefully.

UNIT THREE: ADVANCED CLIENTELING AND RELATIONSHIP CULTIVATION

e The definition and strategic importance of clienteling.

Practical steps to building and maintaining a valuable client book.

Techniques for personalized communication and outreach.

Leveraging client data and purchase history to anticipate needs.

Strategies for re-engaging dormant clients.

Transforming one-time buyers into loyal, lifelong advocates.

The role of digital tools in modern clienteling.

UNIT FOUR: CURATING THE EXCEPTIONAL CUSTOMER EXPERIENCE

e Mapping the end-to-end luxury customer journey.

Creating a memorable and immersive in-store atmosphere.

The art of providing bespoke and personalized service moments.

Mastering after-sales service and follow-up communication.

Effectively managing client complaints and service recovery.

The importance of teamwork in delivering a seamless client experience.

Techniques for gathering and acting on client feedback.

UNIT FIVE: VIP CLIENT MANAGEMENT AND THE FUTURE OF LUXURY

e Identifying and segmenting top-tier and VIP clients.

¢ Developing exclusive engagement strategies for VIPs.
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FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HOWw LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

In an era of increasing digital interaction and Al-driven personalization, how can luxury brands maintain the genuine

human touch and exclusivity that historically defined their essence?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This training course distinguishes itself by moving beyond standard sales training to delve into the nuanced psychology of
the luxury consumer and the art of sophisticated relationship management. While other programs may focus on sales
techniques, we concentrate on cultivating a deep understanding of the affluent mindset, enabling participants to connect
with clients on a more meaningful, personal level. The curriculum is built upon a foundation of academic principles, such
as those presented by Jean-Noél Kapferer, combined with practical, real-world applications. We emphasize the
development of soft skills like emotional intelligence, storytelling, and consultative communication, which are paramount
in a sector where transactions are based on trust and emotion, not just product features. Furthermore, the course
integrates modern challenges and opportunities, such as digital clienteling and the omnichannel experience, ensuring the
skills learned are both timeless and relevant for the future of luxury retail. The highly interactive methodology, rich with
role-playing and case studies of iconic brands, ensures that participants learn by doing, transforming them into confident

and effective brand ambassadors capable of fostering profound client loyalty.
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