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Course Introduction

In today's hyper-connected world, customer experience (CX) has emerged as the ultimate
differentiator, transcending traditional product and price considerations. Organizations that master
digital CX transformation are not just adapting to change; they are proactively shaping the future
of customer engagement. Training Course on Customer Experience (CX) Transformation through
Digital delves into the strategic imperatives and practical methodologies required to re-imagine and
elevate every digital touchpoint, fostering deep customer loyalty and sustainable business growth.
We explore how to leverage cutting-edge technologies and data-driven insights to deliver seamless,
personalized, and proactive experiences that exceed modern customer expectations.

The landscape of customer interaction has been fundamentally reshaped by digital technologies,
creating both immense opportunities and significant challenges. This program equips professionals
with the knowledge and skills to navigate this complex environment, transforming traditional
processes into agile, customer-centric ecosystems. Participants will learn to map intricate
customer journeys, implement innovative digital solutions, and measure the tangible impact of
their CX initiatives, driving measurable improvements in customer satisfaction, retention, and
advocacy in the digital age.

Programme Curriculum
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Course Duration

5 days

Course Objectives

1. Develop a robust digital CX strategy aligned with overall business objectives and customer
needs.

2. Apply advanced customer journey mapping techniques to identify pain points and
opportunities across all digital touchpoints.

3. Understand and implement AI-powered personalization and conversational AI solutions
for enhanced customer service.

4. Design and optimize seamless omnichannel experiences for consistent customer
interactions.

5. Utilize customer data analytics and predictive analytics to gain actionable insights into
customer behavior.

6. Develop strategies for proactive customer engagement and issue resolution using digital
tools.

7. Create intuitive and efficient digital self-service portals and knowledge bases.
8. Understand the critical link between employee experience and superior customer experience

in a digital context.
9. Lead organizational change to cultivate a customer-obsessed culture across all departments.

10. Define and track key CX metrics and KPIs to demonstrate the return on investment of digital
transformation initiatives.

11. Utilize design thinking methodologies to innovate and co-create digital CX solutions.
12. Implement best practices for customer data privacy and cybersecurity in digital CX.
13. Gain insights into the impact of Augmented Reality (AR), Voice AI, and other emerging

technologies on future CX.

Organizational Benefits

Foster deeper connections and reduce churn through personalized and seamless digital
experiences.
Cultivate positive brand perception and encourage organic word-of-mouth marketing.
Streamline customer service processes and reduce costs through automation and self-service.
Leverage rich customer insights to inform product development, marketing, and business
strategy.
Stand out in the market by delivering superior and innovative digital customer experiences.



Drive sales and upsell opportunities through hyper-personalized interactions and effective
digital channels.
Equip employees with the tools and skills to deliver exceptional customer service, leading to
higher job satisfaction.
Build an organization capable of rapidly responding to evolving customer expectations and
technological advancements.

Target Audience

1. CX Professionals.
2. Marketing Leaders.
3. IT & Digital Transformation Teams
4. Product Managers.
5. Customer Service & Support Leaders
6. Business Unit Heads & General Managers.
7. Sales Leaders.
8. Entrepreneurs & Startup Founders

Course Outline

Module 1: Foundations of Digital CX Transformation

Defining Customer Experience (CX) in the Digital Age.
The Strategic Imperative of Digital CX Transformation.
Key Pillars of a Successful Digital CX Strategy.
Understanding the Modern Digital Customer Journey.
Case Study: Amazon's relentless focus on customer obsession through digital innovation.

Module 2: Advanced Customer Journey Mapping & Persona Development

Techniques for Holistic Digital Customer Journey Mapping.
Identifying Digital Touchpoints, Pain Points, and Moments of Truth.
Developing Detailed Digital Customer Personas.
Mapping the Emotional Journey and Customer Needs.
Case Study: Starbucks' seamless mobile ordering and loyalty program.

Module 3: Leveraging AI & Emerging Technologies for CX

Introduction to Artificial Intelligence (AI) and Machine Learning (ML) in CX.
Implementing Chatbots and Virtual Assistants for Instant Support.
Personalization at Scale with AI-Powered Recommendations.
Exploring Augmented Reality (AR) and Voice AI in CX.
Case Study: Sephora's Virtual Artist app for AR-driven beauty try-ons.

Module 4: Building Seamless Omnichannel Experiences

Understanding the Difference: Multichannel vs. Omnichannel.
Integrating Digital and Physical Channels for a Unified Experience.
Strategies for Consistent Brand Messaging Across All Touchpoints.
Optimizing Customer Handoffs and Journey Transitions.
Case Study: Disney's MagicBands integrating theme park experience with digital.

Module 5: Data-Driven CX: Analytics & Insights



Collecting and Consolidating Customer Data from Digital Channels.
Key CX Metrics and KPIs: NPS, CSAT, CES, LTV.
Utilizing Predictive Analytics for Proactive Service and Personalization.
Implementing Voice of Customer (VoC) Programs Digitally.
Case Study: Netflix's use of data analytics for personalized content recommendations and
churn prediction.

Module 6: Digital Self-Service & Proactive Engagement

Designing Intuitive and Effective Digital Self-Service Portals.
Leveraging Knowledge Bases and FAQs for Customer Empowerment.
Implementing Proactive Customer Support and Nudges.
Personalized Communication and Outreach Strategies.
Case Study: Zappos' legendary customer service, extending to proactive digital support.

Module 7: Organizational Culture & Employee Experience (EX)

The Interplay Between Employee Experience (EX) and Customer Experience (CX).
Fostering a Customer-Centric Culture in a Digital Organization.
Empowering Frontline Employees with Digital Tools and Training.
Change Management for Digital CX Transformation.
Case Study: Southwest Airlines' culture of employee empowerment translating to positive
customer interactions.

Module 8: Measuring ROI & Future of Digital CX

Quantifying the Return on Investment (ROI) of Digital CX Initiatives.
Developing a Continuous Improvement Framework for CX.
Emerging Trends and Future of Customer Experience.
Ethical Considerations: Data Privacy and AI Bias in CX.
Case Study: Adobe's transformation to a subscription model, driven by a focus on ongoing
customer value.

Training Methodology

This training course will employ a highly interactive and practical methodology, combining:

Interactive Lectures & Discussions: Engaging presentations with opportunities for Q&A
and peer-to-peer learning.
Real-World Case Studies & Examples: In-depth analysis of successful and challenging
digital CX transformations.
Hands-on Workshops: Practical exercises on customer journey mapping, persona
development, and CX metric analysis.
Group Activities & Collaborative Problem-Solving: Team-based challenges to apply
learned concepts to simulated business scenarios.
Tools & Technology Demos: Demonstrations of leading CX and digital transformation
platforms.
Expert Guest Speakers: Insights from industry leaders and practitioners.
Action Planning & Personal CX Roadmap Development: Participants will create a
tailored plan for their organization's CX transformation journey.

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 Price

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

mailto:info@fineskilltrainingcenter.com


Start Date End Date Location Price

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-transformation-through-digital

