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Course Introduction

In today’s hyper-competitive marketplace, delivering exceptional customer experiences has become a key
differentiator for businesses. Customer Experience Blueprinting and Service Blueprints Training Course
equips professionals with practical tools and advanced strategies to design, map, and optimize seamless
customer journeys. Leveraging human-centric design, process optimization, and digital transformation, this
course empowers participants to identify pain points, enhance engagement, and drive loyalty through
structured service design methodologies.

This hands-on training combines real-world case studies, interactive workshops, and collaborative
exercises to transform theoretical knowledge into actionable insights. Participants will gain proficiency in
service blueprinting, journey mapping, touchpoint analysis, and CX optimization, enabling them to craft
experiences that resonate with customers while aligning with business goals. By the end of the program,
attendees will have a robust toolkit to innovate, streamline, and deliver consistently outstanding
experiences across all touchpoints.

Programme Curriculum

Customer Experience Blueprinting and Service Blueprints Training Course
Introduction

In today’s hyper-competitive marketplace, delivering exceptional customer experiences has become a key
differentiator for businesses. Customer Experience Blueprinting and Service Blueprints Training Course equips
professionals with practical tools and advanced strategies to design, map, and optimize seamless customer
journeys. Leveraging human-centric design, process optimization, and digital transformation, this course
empowers participants to identify pain points, enhance engagement, and drive loyalty through structured



service design methodologies.

This hands-on training combines real-world case studies, interactive workshops, and collaborative exercises to
transform theoretical knowledge into actionable insights. Participants will gain proficiency in service
blueprinting, journey mapping, touchpoint analysis, and CX optimization, enabling them to craft experiences
that resonate with customers while aligning with business goals. By the end of the program, attendees will have
a robust toolkit to innovate, streamline, and deliver consistently outstanding experiences across all touchpoints.

Course Duration

5 days

Course Objectives

By the end of this training, participants will be able to:

Master Customer Journey Mapping to visualize and enhance end-to-end experiences.
Develop Service Blueprints for operational efficiency and seamless service delivery.
Identify and eliminate customer pain points using advanced analytical tools.

Apply design thinking and human-centric methodologies in CX projects.

Integrate digital transformation strategies to modernize service interactions.
Leverage touchpoint optimization to increase customer satisfaction and loyalty.
Analyze CX metrics and KPIs to measure and improve service performance.
Implement cross-functional collaboration in service design projects.

Use scenario-based problem-solving for complex service challenges.

Apply automation and Al-driven insights to enhance customer engagement.

. Build actionable service improvement plans aligned with strategic goals.

. Enhance emotional connection and customer loyalty through experience design.

. Foster a culture of continuous CX innovation within organizations.
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Target Audience
This course is ideal for:

Customer Experience Managers
Service Design Professionals
Business Analysts

Operations Managers

Marketing and Sales Leaders
Digital Transformation Specialists
UX/UI Designers

Customer Success Managers
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Course Modules

Module 1: Introduction to Customer Experience (CX) and Service Blueprinting

Overview of CX trends and best practices
Importance of service design in business growth
Differentiating CX, UX, and service design

Key components of service blueprints

Case Study: Starbucks’ seamless omnichannel experience



Module 2: Customer Journey Mapping Fundamentals

e Defining customer personas and touchpoints

Journey mapping techniques and tools

Identifying pain points and moments of truth

Visual storytelling for CX insights
Case Study: Airbnb’s personalized guest journey

Module 3: Designing Service Blueprints

e Blueprint components: frontstage, backstage, and support processes
Mapping operational and customer-facing interactions

Integrating service processes with technology

Identifying service failures and gaps

Case Study: Ritz-Carlton’s legendary service blueprint

Module 4: Touchpoint Optimization and CX Metrics

¢ Identifying high-impact touchpoints

e Measuring CX performance using KPIs

e Leveraging customer feedback for improvement

e Techniques for emotional and functional experience optimization
e Case Study: Amazon Prime’s frictionless customer experience

Module 5: Process Improvement and Operational Alignment

e Lean and Six Sigma principles for CX

Streamlining service processes for efficiency

Aligning internal operations with customer needs

Monitoring and continuous improvement frameworks
Case Study: Zappos’ operational excellence in customer service

Module 6: Digital Transformation in Service Design

¢ Role of Al, automation, and chatbots in CX
Omnichannel strategy for modern customers
Personalization through data analytics

Integrating digital tools in service blueprints

Case Study: Domino’s Pizza digital ordering experience

Module 7: Collaborative CX Innovation and Culture

e Cross-functional collaboration for service excellence

¢ Facilitating workshops and co-creation sessions

e Encouraging employee engagement in CX initiatives

e Building a customer-centric organizational culture

e Case Study: Apple’s collaborative approach to store experience

Module 8: Action Planning and Continuous Improvement

e Developing actionable service enhancement plans
e Scenario-based problem solving for CX challenges



e Monitoring performance and iterating solutions
e Embedding a culture of continuous innovation
e Case Study: Disney’s immersive and evolving theme park experience

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.

Upcoming Scheduled Sessions

Start Date End Date Location

10 Aug 2026 14 Aug 2026 Online $1,100


mailto:info@fineskilltrainingcenter.com

Start Date

17 Aug 2026

24 Aug 2026

31 Aug 2026

07 Sep 2026

14 Sep 2026

21 Sep 2026

28 Sep 2026

End Date

21 Aug 2026

28 Aug 2026

04 Sep 2026

11 Sep 2026

18 Sep 2026

25 Sep 2026

02 Oct 2026

Location

Online

Online

Online

Online

Online

Online

Online

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Price

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

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


https://www.fineskilltrainingcenter.com/courses/customer-experience-blueprinting-and-service-blueprints-training-course

