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Course Introduction

In today’s hyper-competitive business landscape, customer experience has become a pivotal differentiator.
The Customer Effort Score (CES) is a powerful metric that measures the ease with which customers
interact with your brand, highlighting friction points that affect loyalty and retention. By effectively analyzing
CES, organizations can identify pain points, streamline processes, and foster customer-centric strategies
that drive higher satisfaction, repeat engagement, and business growth. Customer Effort Score (CES):
Measurement and Improvement Training Course equips professionals with actionable insights to measure,
interpret, and improve CES, enabling companies to transform customer interactions into seamless, loyalty-
building experiences.

The course combines data-driven analytics, practical case studies, and hands-on exercises to empower
participants with the skills needed to reduce customer effort and maximize customer loyalty and advocacy.
Participants will learn how to implement CES measurement frameworks, leverage technology tools, and
design process improvements that enhance operational efficiency and customer delight. With a focus on
real-world applications, this course ensures learners are prepared to implement actionable strategies that
directly impact customer retention, satisfaction, and lifetime value.

Programme Curriculum

Customer Effort Score (CES): Measurement and Improvement Training Course
Introduction

In today’s hyper-competitive business landscape, customer experience has become a pivotal differentiator. The
Customer Effort Score (CES) is a powerful metric that measures the ease with which customers interact with
your brand, highlighting friction points that affect loyalty and retention. By effectively analyzing CES,



organizations can identify pain points, streamline processes, and foster customer-centric strategies that drive
higher satisfaction, repeat engagement, and business growth. Customer Effort Score (CES): Measurement and
Improvement Training Course equips professionals with actionable insights to measure, interpret, and improve
CES, enabling companies to transform customer interactions into seamless, loyalty-building experiences.

The course combines data-driven analytics, practical case studies, and hands-on exercises to empower
participants with the skills needed to reduce customer effort and maximize customer loyalty and advocacy.
Participants will learn how to implement CES measurement frameworks, leverage technology tools, and design
process improvements that enhance operational efficiency and customer delight. With a focus on real-world
applications, this course ensures learners are prepared to implement actionable strategies that directly impact
customer retention, satisfaction, and lifetime value.

Course Duration
5 days
Course Objectives

1. Understand the core principles of Customer Effort Score (CES) and its significance in customer
experience management.

Learn to design CES surveys that capture actionable insights.

Analyze CES data to identify pain points in the customer journey.
Benchmark CES against industry standards for competitive advantage.
Apply data analytics techniques to interpret CES results effectively.
Develop strategies to reduce customer effort and enhance loyalty.
Integrate CES measurement with Voice of Customer (VoC) programs.
Implement customer feedback loops for continuous improvement.
Leverage digital tools and platforms to track CES in real-time.

Use CES insights to drive operational and process improvements.
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. Create actionable plans to improve customer retention and advocacy.
. Present CES findings to stakeholders using visual dashboards and KPlIs.
. Explore industry case studies to apply CES strategies in practical scenarios.
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Target Audience

Customer Experience Managers

Customer Service Leaders and Supervisors
CRM and CX Analysts

Operations Managers

Marketing and Sales Professionals

Product Managers

Business Strategists

Quality Assurance Professionals
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Course Modules
Module 1: Introduction to Customer Effort Score (CES)

o Definition and importance of CES
e CES, NPS and CSAT
o Benefits of measuring customer effort



e CES in the context of customer experience strategy
e Case Study: How a telecom company reduced customer complaints using CES

Module 2: Designing CES Surveys

Crafting precise and actionable CES questions

Choosing the right survey channels

Frequency and timing of CES surveys

Avoiding survey fatigue and bias

Case Study: E-commerce brand optimized survey design to increase response rates

Module 3: CES Data Collection & Analytics

e Techniques for collecting high-quality CES data

e Data cleaning and validation

Analyzing CES trends and patterns

Using predictive analytics for customer behavior insights

Case Study: Financial services firm identified friction points using CES analytics

Module 4: Benchmarking & Industry Standards

Establishing CES benchmarks

Competitive comparison and market positioning

Segment-based CES analysis

Identifying industry-specific trends

Case Study: SaaS company benchmarked CES to drive customer retention strategies

Module 5: Reducing Customer Effort

e |dentifying friction points in the customer journey

Process redesign for effortless interactions

Employee training for low-effort service delivery

Automating repetitive tasks to reduce effort

Case Study: Retail chain streamlined return process reducing CES by 20%

Module 6: Integrating CES with VoC Programs

e Linking CES with NPS and CSAT for holistic insights

Creating closed-loop feedback systems

Leveraging CES for product/service improvements

Aligning CES initiatives with CX strategy

Case Study: Hospitality brand used CES insights to improve guest satisfaction

Module 7: Reporting & Stakeholder Communication

e Creating CES dashboards

Visualizing trends and insights effectively

Presenting actionable recommendations

Influencing leadership with CES findings

Case Study: Telecom operator used CES dashboards to reduce churn by 15%

Module 8: Continuous Improvement & Best Practices



Continuous monitoring of CES over time

Implementing change management for CX improvement

Leveraging CES for strategic decision-making

Industry best practices and innovation

Case Study: Banking sector case on ongoing CES optimization leading to loyalty growth

Training Methodology
This course employs a participatory and hands-on approach to ensure practical learning, including:

¢ Interactive lectures and presentations.

Group discussions and brainstorming sessions.
Hands-on exercises using real-world datasets.
Role-playing and scenario-based simulations.
Analysis of case studies to bridge theory and practice.
Peer-to-peer learning and networking.

Expert-led Q&A sessions.

Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.
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Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com
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