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Training Fiche Template 
 

Title  Client acquisition and retention: ensuring scalable growth 

Keywords  Customers, relationships, acquisition, satisfaction, retention 

Provided by  University of Aveiro 

Language   English 
 

Objectives The objectives and goals of this training are: 
• Explore different methods for finding clients, including online 

platforms, networking, referrals, and cold pitching.  
• Learn how to research and identify potential clients that align with 

your niche. 
• Understand the importance of clear, professional, and timely 

communication in managing client relationships.  
• Discover best practices for setting expectations, providing updates, 

and handling feedback. 
• Learn how to deliver exceptional service, gather client feedback, 

and offer value-added services to ensure client satisfaction and 
foster loyalty.  

 
Learning outcomes At the end of this module, you will be able to: 

• Learn about online platforms, networking, referrals, and cold 
pitching. Understand the advantages and disadvantages of each 
method. 

• Understand the importance of clear, professional, and timely 
communication. Learn about communication tools, etiquette, and 
managing client expectations. 

• Discover methods to maintain client satisfaction and foster 
loyalty. Learn about follow-up strategies, offering value-added 
services, and handling client feedback. 
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Content index Course 1: Client acquisition and retention: Ensuring scalable growth 
 

Unit 1: Finding clients: basics and "How to"  
Section 1: Fundamentals of Customer Acquisition 
Section 2: Introduction to Customer Relationship Management (CRM)    
Section 3: Identifying and Attracting New Customers 
Section 4: Targeting Clients Niche   
 
Unit 2: Building new connections and addressing expectations: 
developing pathways for your customer base 
Section 1: Communication with Clients 
Section 2: Setting Customer Expectations 
Section 3: Providing Customer Updates 
Section 4: Handling Customer Feedback 

 
Unit 3: Client retention strategies: enhancing satisfaction and loyalty  
Section 1: Gathering Customer Satisfaction  
Section 2: Delivering Exceptional Service 
Section 3: Offering Value-added Services 
Section 4: Developing Follow-up 
Section 5: Loyalty Programs and Client Retention 
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Content development Course 1: Client acquisition and retention: Ensuring scalable growth 
 
Unit 1: Finding clients: basics and "How to"  
Section 1: Fundamentals of Customer Acquisition 
In a highly competitive economy, customer acquisition is vital for a solo-
entrepreneur market entry success. The first task in managing the customer 
journey is to acquire new customers, a key goal for new product launches or 
for a new business start-up. A customer can be new to the product category 
or to the company.  
Prospects are the chosen targets of a market segment, or a homogenous set 
of individuals to approach with an offer that might generate value for both 
the business and customer, being helpful to induce leads. 
 
Section 2: Introduction to Customer Relationship Management (CRM)  
The fundamental reason that businesses want to build relationships with 
customers is economic: businesses generate better results when they 
manage their customer base to identify, acquire, satisfy and retain profitable 
customers.  
A core principle of CRM is that customer-related data is used to target 
acquisition efforts accurately, without wasting marketing budget with 
irrelevant and untimely messaging. 
 
Section 3: Identifying and Attracting new Customers 
Different methods for finding clients, such as online platforms, networking, 
referrals, and cold pitching offer advantages and disadvantages. 

• Online platforms like websites, social media, and content marketing 
help attract prospects. Advantage: Company websites collect 
customer data, while social media, such as Facebook and LinkedIn, 
encourage interaction and engagement. Content marketing includes 
blogs, video demonstrations, podcasts, reports, testimonials, games 
and webinars to induce leads, often requiring registration for access. 
Disadvantage: obtaining effective permission during registration is 
essential for follow-ups and lead qualification.  

• Networking involves building face-to-face or online relationships via 
platforms, like LinkedIn groups. Advantage: Effective for connecting 
with professionals across industries. Disadvantage: Small networks 
limit lead generation. 
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• Businesses seek referrals and endorsement from satisfied customers 
using tools like Net Promoter Scores. Advantage: Cost-effective, 
reliable, and might attract loyal, high-spending customers. 
Disadvantage: May require referral fees or monetary rewards. 

• Cold pitching involves crafting effective pitches through advertising, 
telemarketing, SMS, email, and direct proposals. Advantage: These 
methods can generate significant customer inquiries. Disadvantage: 
They are costly, intrusive, and subject to privacy regulations. Poor 
targeting may lead to low-quality prospects and conversion rate. To 
overcome this limitation, a “call-to-action” at the end of the 
advertisement, asking the audience to clip a coupon, call a number, 
or register online are effective measures, generating useful sources 
of prospects which can be followed-up. 

 
Section 4: Targeting Clients Niche 
For solo-entrepreneurs, aligning prospect sources with a target niche is 
crucial. Customer behavior, like browsing and geolocation, influences offers. 
Strategies like money-back guarantees, price-matching, or targeted product 
suggestions improve online conversion rates by addressing browsing 
behavior or cart abandonment. 
Mobile data enables location-based offers, boosting engagement with 
geographically relevant promotions. 
 
Unit 2: Building new connections and addressing expectations: developing 
pathways for your customer base 
Section 1: Communication with Clients 
Clear, professional etiquette and timely communication demonstrate 
respect and reliability, showing commitment to clients. 
Responsive communication addresses inquiries and feedback promptly 
(within 24 hours) across multiple channels, resolving concerns about 
customer needs early. 
Consistent communication prevents misunderstandings, aligns 
expectations, and fosters ongoing engagement, strengthening customer 
relationships through regular and meaningful interactions. 
 
Section 2: Setting Clear Expectations 
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Setting clear customer expectations involves overcoming several key 
challenges. 
Clear Communication: Be transparent about deliverables, timelines, and 
challenges. Use project management tools like Trello, Asana, or 
Monday.com for clear timelines and milestones. 
Manage Scope: Define inclusions and exclusions early to align client 
understanding. 
Realistic Promises: Set achievable goals to build trust and credibility with 
clients. 
 
Section 3: Providing Customer Updates 
Providing proactive notifications anticipates customer needs and ensures 
they stay informed. Good practices include: 
Email Automation: Use tools like Mailchimp or Active Campaign to send 
personalized updates at scale, maintaining real-time communication. 
Regular Check-ins: Share progress, setbacks, and changes transparently to 
build trust. 
CRM Systems: Platforms like Salesforce or HubSpot track updates. 
Dashboards and Reports: Tools like Tableau visualize data, while mobile 
apps deliver instant push notifications or customer alerts. 
 
Section 4: Handling Customer Feedback 
Handling customer feedback involves actively listening, responding promptly 
to concerns, being transparent about actions taken, and following up to 
ensure satisfaction. Swift issue resolution and timely support demonstrate 
that customer feedback is valued and contribute to building trust and loyalty. 
Key tools for handling customer feedback comprise: 

• CRM Systems: To centralize client data within platforms like 
Salesforce or HubSpot to track communication and automate 
follow-ups. 

• Customer Support Tools: Use live chat or helpdesk software to 
resolve issues promptly and ensure satisfaction. 

• Feedback Tools: Platforms like SurveyMonkey or Google Forms 
gather insights to adjust expectations. 

• Social Listening: Tools like Hootsuite monitor real-time feedback. 
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• Feedback Analytics: Analyse trends with Qualtrics or Medallia to 
address recurring issues. 

 
Unit 3: Client retention strategies: enhancing satisfaction and loyalty  
Section 1: Gathering Customer Satisfaction  
Client satisfaction is vital to engagement and reducing churn. The assessing 
tools include: 
Surveys and Questionnaires: Use targeted questions with rating scales and 
open-ended responses (e.g., email, SMS, Google Forms) to evaluate post-
interaction experiences. 
Focus Groups: Conduct discussions or usability testing to explore client 
perceptions and pain points. 
Social Media Monitoring: Track comments, reviews, and sentiment analysis. 
Net Promoter Score and Customer Satisfaction Index (eCSI): Measure 
customer satisfaction and identify promoters versus detractors to prevent 
churn. 
 
Section 2: Delivering Exceptional Service 
Deliver Consistent Service Quality: Maintain high standards by delivering on 
promises and building trust. Regularly review and enhance service quality 
using SERVQUAL survey. 
Responsive Communication: Provide customer support by assisting them 
during their buying decision process and post-purchase queries with quick, 
clear, and friendly responses across multiple channels like chat, email, and 
phone. 
Proactive Problem Solving: Anticipate issues and resolve them early before 
they escalate, offering solutions that exceed expectations and add value. 
 
Section 3: Offering Value-added Services 
Creating outstanding client experiences requires delivering exceptional, 
value-added services to satisfy and retain clients, which include: 
Personalized Experience: Tailor solutions to client needs using data history 
to customize interactions and co-create value. Design paths and offerings 
based on customer preferences. 
Customer Education: Provide training, tutorials, webinars, and resources to 
help clients maximize value and share industry insights. 
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Leverage Networking and Partnerships: Build strategic businesses alliances 
to offer augmented product and complete service solutions that enhance 
customer value. 
 
Section 4: Developing Follow-up  
Follow-up methods to build long-term customer relationships include: 
Customer Support Software: Use tools to track support tickets, ensure quick 
resolutions, and monitor satisfaction. CRM systems centralize client data, 
track interactions, and manage follow-ups. 
Social Media Monitoring: Track mentions, reviews, and engage clients with 
timely responses and updates. 
Continuous Engagement: Strengthen relationships through regular 
interactions using digital tools, social media, community events, forums, and 
online groups to expand connections. 
 
Section 5: Loyalty Programs and Client Retention 
Developing cost-effective loyalty programs includes acknowledging and 
appreciating customers for their input and showing gratitude with 
personalized thank-you notes or gestures. Clients feel valued and 
understood, driving repeat business and referrals. 
Reward repeated clients with points, exclusive offers, discounts or early 
access encouraging referrals and brand advocacy incentives. Strengthen 
long-term relationships by adding unexpected benefits and showing 
recognition for repeat purchases. Email Marketing Automation and SMS 
allow automate personalized messages, newsletters, and promotions. 
Computing the Return on Investment (ROI) for the effect of specific features 
offered, on both attracting and retaining customers, allows entrepreneurs to 
compare changes in both revenues and costs over time and to make better 
decisions about which features to include in their products/services. 

Glossary (max 5 terms) 

Customer acquisition is the first task in managing the customer journey to 
acquire new customers, being always the most important goal during new 
product launches and new business start-ups. 
 
Customer retention is the maintenance of continuous trading relationships 
with customers over the long term, avoiding customer defection or churn.  
 
Customer experience is the cognitive and affective response to customer´s 
exposure to, or interaction with, a company´s resources (people, processes, 
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technologies, places), and outputs (products, services, communications, 
etc.). 
 
Customer satisfaction is a pleasurable fulfilment response to a customer 
experience, or some part of it. This can include product, service, process and 
any other components of customer experience. 
 
Customer Relationship Management is the customer-centric business 
strategy that aims at winning, developing and keeping profitable customers, 
benefiting both firms and customers from the functionalities available in 
Marketing Automation software. 

Self-evaluation (multiple 
choice queries and answers) 

1. Which tool is most effective for tracking support tickets and ensuring 
quick resolution? 
a) Customer support software. 
b) Social media platforms. 
c) Video conferencing tools. 
 
 
2. Which activity is an example of creating continuous engagement? 
 
a) Joining community events, forums, and online groups. 
b) Resolving support tickets. 
c) Sending automated purchase confirmations. 

 
 

3. How can social media monitoring tools contribute to client retention? 
 
a) By tracking mentions, reviews, and engaging clients with timely 
update. 
b) By automating responses to support tickets. 
c) By sending direct mail campaigns to clients. 
 
 
4. What is a primary benefit of implementing a loyalty program? 
 
a) Encourages repeat purchases and customer retention. 
b) Reduces the need for customer service interactions. 
c) Increases initial customer acquisition costs. 
 
 
5. What is the main function of CRM software in client retention? 
 
a) To centralize client data, track interactions, and manage follow-ups. 
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b) To post promotional content on social media. 
c) To monitor customer reviews and ratings. 
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