
july 22 & 24, 2020
10:00 am - 1:00 PM CST

live via zoom

Proven Strategies and Tactics to Ensure 
Renewals and to Freeze Out Your Competition

The Art of Customer 
Retention & Renewal

remote learning

register at www.networkcsc.com/events



CSCNetworks’ new Seminar, “The Art of Customer Retention and Renewal,” provides the 
tools, training, and skills to strengthen customer relationships, ensure loyalty, and smooth 
out the renewal process. The result will be customers who are more satisfied and loyal 
employees who feel more success and less stress in today’s topsy-turvy world. The Art of 
Customer Retention and Renewal provides a comprehensive overview of concepts and 
strategies to enhance customer loyalty, relationships, retention, and contract renewals 
through improved systems, leadership, management, coaching, and performance.

Presented live via Zoom, this six-hour seminar will be presented in three-hour segments 
over two days. Content will be fun and interactive with small group discussions and 
knowledge exchange. Zoom details will be sent after registration is submitted.

The class is specifically designed for independent laundry service leaders including 
General Managers, Service Managers, District Managers, Route Supervisors, Route 
Trainers, and top Route Service Representatives. 

Industry veteran David Bernstein brings a lifetime of laundry industry experience, including his solid and proven 
background in sales and customer service to this high-energy, high-impact seminar. Attendees will be educated 
and empowered by David’s knowledge, experience, and the tactics and strategies he will impart, but they will also 
be engaged and entertained by his energy, enthusiasm, and presentation style. 

Providing critical leadership development to improve 
your company’s most important asset – your people

Facilitated By:
David Bernstein

David Bernstein is in his third decade of serving the laundry industry. A Lean Six 
Sigma certified professional, David’s experience includes machinery manufacturing 
and specification, laundry planning, industrial  engineering, process improvement, 
customer service and sales, technology, and operations. David is known as an 
industry volunteer and advocate, is the recipient of numerous industry awards, and 
has served on several industry Boards of Directors and committees. He is a frequent 
and sought-after public speaker and is a long-time faculty member of each of the 
industry’s well-known Institutes and Colleges.

cost:
$500 per company - unlimited attendees
Your company will be invoiced for the seminar

Cancellation Policy:

CSCNetwork may cancel or reschedule any course that does not have the minimum number of attendees. If 
this occurs, your company will not be assessed a cancellation fee.  

Should you need to cancel for any reason, please do so prior to July 20. Starting July 20, cancellations will be 
assesed a $200 fee. No shows will be considered late cancellations and assessed the $200 fee.

register at www.networkcsc.com/events
Registration Deadline July 15, 2020



agenda
Wednesday, July 22  (All times CST)

Friday, July 24

10:00 – 10:10 Welcome & Introduction
  Workshop Overview/Goals & Objectives 
10:10 – 10:40 The Importance of Customer Retention and Renewal

• What is a Customer Worth?
• Customer Acquisition Costs vs. Customer Retention Costs
• Understanding Customer Segmentation
• What is Customer Lifetime Value & Why is it Important?
• Exercise: Calculating Customer Lifetime Value

10:40 – 11:15 Understanding “Value” and Why People Buy
• Defining Value to Customers, including a Lean Manufacturing perspective  

and Economic Value to the Customer or True Economic Value
• The Difference Between Features, Advantages, and Benefits
• The 5 Ps of Benefits
• Exercise: Calculating Economic Value to the Customer

11:25 – 12:45 Tactics to Ensure Renewals
• Avoid Customer Churn and “the best laundry is the one we just left”
• Organizing the Fail-safe Renewal Program
• Contract Extensions vs. Renewals
• Training and Enabling RSRs to Ensure Renewals

- Starting the Conversation
- Knowing What to Say and How to Say It
- Closing Skills and Techniques
- Overcoming Objections

• How Managers/Supervisors can support RSRs’ Efforts
• Using Metrics and Dashboards to Motivate and Celebrate

12:45 – 1:00 Review of Day 1
  Assign Homework
  Open Discussion 

10:00 - 10:30 Welcome Back and Quick Review of Day 1
  Homework Review & Discussion
10:30 – 11:30 Creating an Unbreakable Bond with Customers Part I: The Value of Onboarding

• How to avoid Customer Abandonment Reaction Syndrome (CARS)
• Transitioning from Sales to Service
• Establishing the Value of RSRs = Ensuring a Successful Long-term Relationship

11:40 - 12:45 Creating an Unbreakable Bond with Customers Part 2: Involving Everyone
• Sales and Service – Fulfillment & Follow-up
• On the Route – The Face of Your Company
• In the Plant – Involving Everyone in Customer Service & Retention
• On the Phone or on the Internet – Measure & Improve Customer Satisfaction

12:45 - 1:00 Review of Days 1 & 2
  Open Discussion

register at www.networkcsc.com/events
Registration Deadline July 15, 2020

Individual section times are approximate


