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Programme Curriculum

Training Course on Customer Experience (CX) Design & Management
Introduction

Customer Experience (CX) isacritical aspect of modern business strategy, encompassing every interaction a customer has
with a brand. In today’s competitive landscape, delivering exceptional customer experiences is essential for driving
satisfaction, loyalty, and ultimately, business success. This training course on Customer Experience Design & Management
focuses on techniques such as journey mapping, feedback mechanisms, and service design to enhance customer
satisfaction and loyalty.

Participants will delve into the principles of CX strategy, exploring how to identify and address pain pointsin the customer
journey. Through hands-on workshops and real-world case studies, attendees will learn how to gather and analyze
customer feedback, enabling them to make informed decisions that improve the overall experience. The course will aso
cover key topics such as personalization, omnichannel strategies, and the integration of technology in CX management. By
the end of the training, professionals will be empowered with the skills to design and manage exceptional customer
experiences, fostering a culture of continuous improvement within their organizations. This course will not only enhance
individual capabilities but also drive organizational success by putting the customer at the heart of business operations.

Course Objectives

1. Understand the fundamentals of Customer Experience (CX) and its importance.
2. Develop skillsin journey mapping to visualize customer interactions.
3. Explore techniques for gathering and analyzing customer feedback.



Implement strategies to enhance customer satisfaction and loyalty.
Analyze datato inform CX design and improvements.

Foster a culture of customer-centricity within organizations.
Create comprehensive CX strategies and action plans.

Advocate for best practices in customer experience management.
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Target Audience

CX Professionals and Managers

Marketing and Brand Managers

Product Managers and Designers

Customer Service Representatives

Business Analysts

Studentsin Marketing and Business Management

Course Duration: 5 Days
Course Modules
Module 1: Introduction to Customer Experience (CX)

e Overview of Customer Experience and its significance in today’ s market.

o Understanding the difference between customer service and customer experience.
e Key components and principles of effective CX design.

e Case studies of successful CX initiatives.

Module 2: Journey Mapping Fundamentals

e Introduction to customer journey mapping and its importance.

Steps for creating effective journey maps.

Identifying touchpoints and customer emotions throughout the journey.

Utilizing journey maps to identify pain points and opportunities for improvement.
Practical exercisesin journey mapping.

Module 3: Gathering Customer Feedback

e Techniques for collecting customer feedback (surveys, interviews, focus groups).
Understanding qualitative vs. quantitative feedback.

Utilizing tools for feedback collection (e.g., NPS, CSAT).

Analyzing feedback to inform CX strategies.

Case studies of effective feedback mechanisms.

Module 4: Analyzing Customer Data

e Toolsand techniques for analyzing customer data and feedback.

e Understanding key metrics for measuring customer experience (e.g., NPS, CES).
I dentifying trends and insights from customer data.

Utilizing data to inform CX design and decision-making.

Practical exercisesin dataanalysis.

Module 5: Enhancing Customer Satisfaction and L oyalty

e Strategies for improving customer satisfaction and loyalty.



Understanding the role of personalization in CX.

Implementing loyalty programs and customer engagement strategies.
Creating memorable customer experiences at key touchpoints.

Case studies of successful loyalty initiatives.

Module 6: Implementing CX Improvements

Steps for developing and implementing CX improvement plans.
Engaging stakeholders in the CX improvement process.
Creating aroadmap for CX initiatives.

Measuring the impact of CX improvements.

Practical exercisesin improvement planning.

Module 7: Fostering a Customer-Centric Culture

e Importance of a customer-centric culturein organizations.
Strategies for promoting customer-centricity within teams.
Training and empowering employees to enhance CX.
Addressing resistance and challenges to cultural change.
Practical exercisesin culture-building.

Module 8: Future Trendsin Customer Experience

Overview of emerging trendsin CX (Al, automation, omnichannel).
Analyzing the impact of technology on customer interactions.
Understanding evolving customer expectations and behaviors.
Evaluating trends in sustainability and ethical customer experiences.
Case studies of innovative CX practices.

Training M ethodology

I nteractive Workshops Engaging discussions and hands-on activities.
Practical Demonstrations Real-world applications of tools and techniques.
Group Projects. Collaborative problem-solving and strategy development.
Expert Presentations Insights from industry leaders and practitioners.
Case Studies Analyzing successful customer experience initiatives.

This course is designed to equip participants with the skills necessary to effectively design and manage customer
experiences, driving satisfaction and loyalty in a competitive marketplace.

Register as a group from 3 participants for a Discount

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

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


mailto:info@fineskilltrainingcenter.com

¢. 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, asindicated 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
17 Aug 2026 21 Aug 2026 Online $1,100
24 Aug 2026 28 Aug 2026 Online $1,100
31 Aug 2026 04 Sep 2026 Online $1,100
07 Sep 2026 11 Sep 2026 Online $1,100
14 Sep 2026 18 Sep 2026 Online $1,100
21 Sep 2026 25 Sep 2026 Online $1,100
28 Sep 2026 02 Oct 2026 Online $1,100

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

Register Online Now

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


https://www.fineskilltrainingcenter.com/courses/training-course-on-customer-experience-cx-design-and-management

