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Customer Experience Professional
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* This course equips professionals with the skills and
knowledge needed to design, implement, and
continuously improve customer experience (CX)
strategies.

* [t covers best practices for managing customer
interactions, improving satisfaction, and fostering
loyalty while aligning CX initiatives with business
objectives.

Course Objectives 4’ 5

At the end of this course, the participants should be able

to:

* Understand the principles and importance of customer
experience in modern businesses.

* Design and implement a customer-centric culture and
strategy within their organization.

* Effectively map and analyze customer journeys to
identify opportunities for improvement.

* Develop personalized customer experiences that drive
engagement, loyalty, and satisfaction.

* Measure and track key CX metrics to ensure continuous
improvement.

* Handle customer complaints and manage recovery
processes effectively.

* Innovate and adapt CX strategies in response to
emerging trends and technologies.

Target Audience &

* Customer Experience Managers and Professionals
* Customer Service Managers

* Marketing and Sales Professionals

* Product Managers

* Human Resources and Training Professionals

* Entrepreneurs and Small Business Owners
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Course Outline
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» Introduction to Customer Experience (CX):
* Understanding the fundamentals of customer
experience and its importance to business success.
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* Defining the customer journey: key touchpoints and
moments of truth.

* Differentiating between customer service and
customer experience.

= Qverview of CX frameworks, models, and
methodologies.

» Designing a Customer-Centric Organization:

* How to build a customer-first culture within an
organization.

* Leadership’s role in shaping CX strategy and
fostering collaboration across departments.

* Aligning organizational goals with customer needs
and expectations.

* Techniques for empowering teams to deliver
exceptional customer experiences.

» Mapping the Customer Journey:

* Techniques for creating customer journey maps.

* |dentifying critical customer touchpoints and pain
points.

* Leveraging data to understand and enhance the
customer journey.

* Using customer feedback to improve the customer
experience.

» CX Strategy and Innovation:

* Developing a customer experience strategy aligned
with business objectives.

* The role of innovation in creating memorable
customer experiences.

* Leveraging technology to enhance CX: automation,
personalization, and Al.

* Building a continuous improvement process for CX
management.

» Measuring and Monitoring Customer Experience:

* Key metrics for evaluating CX success (e.g., NPS,
CSAT, CES).

* Collecting and analyzing customer feedback
through surveys, social listening, and direct
interactions.

* Creating actionable insights from data and
customer feedback.

* Monitoring CX performance and driving changes
based on findings.

» Creating Personalized Customer Experiences:

* Techniques for segmenting customers and
delivering tailored experiences.

* The role of personalization in building customer
loyalty.

* Using CRM tools and data analytics to create
personalized communications and services.

* Case studies on successful personalized CX
initiatives.
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» Handling Customer Complaints and Recovery:

* Best practices for managing customer complaints

and turning negative experiences into positive ones.

* Techniques for effective customer recovery and
conflict resolution.

* Understanding the psychology of customer
dissatisfaction and how to address it.

* Developing a proactive approach to anticipating
customer issues before they escalate.

» The Future of Customer Experience:

* Emerging trends and technologies shaping the
future of CX (e.g., Al, VR, voice assistants).

* The importance of omnichannel experiences and
ensuring consistency across all platforms.

* Anticipating customer expectations and staying
ahead of the competition.

* Building a sustainable CX strategy that adapts to
evolving customer behaviors and needs.

Target Competencies

Customer Journey Mapping

CX Strategy Development
Customer-Centric Leadership
Data-Driven Decision Making
Personalization & Segmentation
Complaint Management & Recovery
CX Metrics & Performance Monitoring
Innovation & Technology Integration

Course Methodology

This training course will be carried out through the use of
best practices and the right combination of engaging and

purposeful tools such as:

*

*

*

Practical, relevant case studies
Group activities and workshops
Related role plays

Experiential learning
Brainstorming

Stimulating mental activities
Engaging team competitions
Suitable training Videos
Presentations
Self-assessments

Learning with Simulations and Games
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Course Information

Date ayjLil Location ylaoll
3-7/5/2026 Riyadh gyl
26-30/7/2026 Virtual (aolyial
6-10/9/2026 Khobar pall

27-31/12/2026 Jeddah 629

Remarks

* Fees do not include value added tax

* Daily snacks & refreshments + lunch meal for
in-person training
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Language aolll Fees pguwyll
Arabic (e 7300 SR
Arabic ¢fuje 4900 SR
Arabic ¢yje 7300 SR
English ¢pjilail 7300 SR
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