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Objective:

The Account Management for Mastering Client Success course
will equip participants with the skills and knowledge necessary to
excel in account management and client success roles. By the
end of the course, participants will be able to effectively manage
client relationships, identify growth opportunities, and drive long-
term client satisfaction.

Module 1: Introduction to Account Management and
Client Success

e Understanding the role and significance of account
management

e Differentiating between client success and customer support

e Exploring the key responsibilities of an account manager

Module 2: Building Strong Client Relationships

e Importance of building trust and rapport with clients
e Communication strategies for effective relationship-building
e Addressing client needs and concerns empathetically

Module 3: Client Needs Analysis and Goal Setting

e Conducting comprehensive client needs assessment
e Defining clear and measurable client success goals
e Aligning client goals with company objectives

Module 4: Proactive Issue Identification and Resolution

e Strategies for identifying potential problems in advance
e Implementing proactive solutions to prevent client issues
e Case studies on successful issue resolution

Module 5: Anticipating Client Needs and Providing
Solutions
e Developing the ability to foresee client needs and challenges

e Strategies for offering proactive and valuable solutions
e Balancing reactive support with proactive value addition

Module 6: Effective Communication Strategies for

Account Managers
e Tailoring communication styles to different client
personalities
e Handling difficult conversations and addressing objections
e Leveraging communication tools for efficient client
interactions

Module 7: Cross-selling and Upselling Techniques for
Account Managers

e Understanding client expansion opportunities
e Ethical cross-selling and upselling strategies
e Maximizing client value while maintaining trust
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Module 8: Navigating Challenging Conversations with
Clients

e Managing client expectations during challenging situations

e Strategies for turning difficult conversations into
opportunities

e Maintaining professionalism and empathy under pressure

Module 9: Collaborating with Internal Teams for Client
Success

e Importance of cross-functional collaboration in account
management

e Effective ways to communicate client needs to internal teams

e Ensuring seamless service delivery through teamwork

Module 10: Long-Term Relationship Building and
Assessment

e Strategies for fostering long-term client partnerships

e Methods to measure and evaluate customer satisfaction

e Developing a culture of continuous improvement in account
management

Module 11: Diversity and Inclusion

e The Importance of Client Diversity
e Building Inclusive Client Relationships
e Communication Strategies for Diverse Clients

Module 12: Truth and Reconciliation

e Truth and Reconciliation in Client Relationships
e Addressing Past Issues and Rebuilding Trust
e Promoting Long-Term Positive Client Relationships

Assessment and Evaluation

e Short quizzes at the end of each week

e Presenting the client management plan

e Selecting a real or hypothetical client and creating a detailed
account management plan

e Active participation in class discussions, activities, and group
work
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