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SESSION PLAN
	Module Title
	Doing

	Title of Session
	Maintaining customer relationships  

	Length of Session
	1 hours 

	Aim of Session
	For young people to know how to maintain their customer relationships

	Learning Outcomes
	· Young people have further developed their concept 
· Young people have a basic understanding of marketing, communication, financial plans and sales 
· Young people can apply this knowledge to their pop-up 


	EntreComp Competences Gained
	Mobilising others

	Employability Skills Gained
	Commercial awareness, communication

	Delivery: Online; Offline
	Online & Offline

	Number of Activities (duration)
	1 activity (1 hour)

	Evaluation Activities
	Discuss with the young people what they thought of the activity 




	Activity 1: Group discussion: how to maintain customer relationships, how to deal with demanding customers and how to deal with negative testimonials

	Duration: 1 hour 

	Sources:
Shedidit on how to maintain customer relationships
Shedidit on how to deal with demanding customers 
Shedidit on how to deal with negative testimonials


	Facilitator/Learner Guidance: 
The main role of the teacher or coach here is to coach and advise the young people. 
It would be great if the use of videos was replaced by entrepreneurs from the local area coming in and telling the young people how they maintain customer relationships in practice.
 

	Details:  
The structure is always the same: the question and the possible options are discussed with the young people. The options can be illustrated with short video clips of testimonials from entrepreneurs. The young people should then discuss how they will approach this in their group. 
Three topics should be discussed: how you will maintain customer relationships, how you will deal with demanding customers and how you will deal with negative testimonials that are unrelated to the quality of your product.
1) How will you maintain customer relationships? 
Here you may be able to build on what you have already planned for the section on marketing and communication earlier in this module. 
You can maintain customer relationships by sending out an online newsletter, using a referral system, sharing content on online media or handing out savings or stamp cards. The various options should be discussed with the young people. The young people should watch videos of different entrepreneurs explaining how they maintain customer relationships. You can find these videos here (https://www.facebook.com/watch/?v=2263865187245262 ) and here ( https://www.youtube.com/watch?v=2X0xODhwlbE&t=4s ).
The young people should answer the following questions in their group: 
· How will they collect customer details?
· Which option will they choose for maintaining customer relationships? 

2) How will they deal with demanding or rude customers? 
They can ignore them (as long as they pay), process the feedback and thank them, take immediate action if the customer pays late, or try to learn from the experience (within limits). The young people should watch videos of different entrepreneurs explaining how they go about this: https://www.youtube.com/watch?v=MyQDJlhmVd0 and https://www.youtube.com/watch?v=zwVJgU-6apQ
The young people should discuss how they will deal with demanding or rude customers. 
3) How do you deal with negative and/or personal testimonials against you that are unrelated to the quality of your product or service?
You can let such criticism get to you, you can make personal contact with the customer, you can try to create an open feedback culture or you can ignore it. Watch this video: https://www.youtube.com/watch?v=Gk76nGSjS04
The young people should discuss what their approach will be. 
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