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MEASURING, MONITORING & IMPROVING THE CUSTOMER EXPERIENCE

“Transform Customer Interactions into Excellence: Track, Analyze, and Enhance Every Touchpoint.”

Venue (InHouse) Fees

At Your Organization Premises Ask For The Quotation

Available delivery methods: In-House Training

Introduction

Customer experience (CX) is the cornerstone of business success in today’s competitive marketplace. Organizations that consistently
deliver exceptional experiences enjoy higher customer loyalty, increased revenue, and stronger brand reputation. However, achieving
this requires systematic measurement, monitoring, and continuous improvement.

The Measuring, Monitoring & Improving the Customer Experience course provides participants with practical tools and frameworks to
assess customer interactions, identify gaps, and implement strategies that enhance satisfaction and loyalty. Through case studies,
interactive exercises, and real-world examples, attendees will learn how to embed customer-centric practices into organizational

culture and processes.

Objectives

By the end of this course, participants will be able to:
¢ Understand the fundamentals of customer experience and its business impact.
e Design and implement methods to measure and monitor customer interactions.
e Analyze customer feedback and data to identify improvement opportunities.
o Develop strategies to enhance satisfaction, loyalty, and engagement.
¢ Implement continuous improvement processes in customer experience management.
o Align customer experience initiatives with organizational goals and KPIs.
e Handle customer complaints and service failures effectively.

e Foster a customer-centric culture within teams and the organization.
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Why Attend

Organizations that excel in customer experience consistently outperform competitors. This course equips participants with actionable
techniques to measure and improve CX, enabling them to increase customer satisfaction, drive loyalty, and strengthen overall

business performance. Attendees will leave with practical skills to make a tangible impact on their organization’s customer experience.

Target Audience

This course is suitable for:

e Customer Service Managers and Representatives

Marketing and Sales Professionals
e Operations and Quality Managers
e Frontline Staff interacting with customers

e Business Leaders aiming to improve organizational customer experience

Individual Benefits

e Gain practical skills in measuring and monitoring customer interactions.

e Learn to analyze customer feedback and implement improvements.

e Enhance problem-solving and decision-making in customer service scenarios.
o Build expertise in creating a customer-centric approach in daily work.

e Improve professional value in customer-focused roles.

¢ Increase confidence in handling customer complaints and challenges effectively.

Organizational Benefits

e Improve customer satisfaction, loyalty, and retention rates.

Enhance brand reputation and competitive advantage.

e Standardize CX measurement and monitoring processes across teams.
e Reduce service failures and enhance problem resolution efficiency.

o Foster a customer-focused organizational culture.

e Drive business growth through improved customer engagement and experiences.

Instructional Methodology

The course uses an interactive, hands-on approach through:
o Facilitator-led discussions on CX principles and frameworks
o Case studies of successful and challenging customer experience initiatives
o Workshops on measurement tools, surveys, and analytics

e Role-playing exercises for handling customer complaints and service recovery

Assignments to design CX improvement strategies

e Continuous feedback, Q&A, and group collaborative exercises
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Course Outline

Module 1: Introduction to Customer Experience - Concepts and Importance
Module 2: Measuring Customer Interactions - Tools and Techniques
Module 3: Monitoring Customer Feedback and Performance Metrics
Module 4: Analyzing Data to Identify Improvement Opportunities

Module 5: Designing Strategies for Customer Experience Improvement
Module 6: Handling Complaints and Service Failures Effectively

Module 7: Embedding a Customer-Centric Culture

Module 8: Aligning CX with Organizational Goals and KPIs

Module 9: Case Studies of Exceptional Customer Experience

Module 10: Capstone Project - Developing a Customer Experience Improvement Plan

Certification

Upon successful completion, participants will receive a Certificate in Measuring, Monitoring & Improving the Customer Experience,

recognizing their expertise in evaluating and enhancing customer interactions for increased satisfaction and business success.

Why Choose MAWA Events

* Global Expertise: More than 17 years of experience in professional training and consulting.
¢ Industry-Leading Faculty: Courses delivered by seasoned professionals with hands-on experience.
o Practical Insights: Learn to turn theory into actionable strategies for real-world business impact.

o Client-Focused Solutions: Customized programs designed to achieve your organisation’s unique goals.

In-House / Customized Training TEL: EMAIL:

Interested in running this course for your team?

Please contact us: +601116373203 info@mawaevents.net

© Material published by MAWA Events shown here is copyrighted. All rights reserved. Any unauthorized copying, distribution, use, dissemination, downloading, storing (in any medium),

transmission, reproduction or reliance in whole or any part of this course outline is prohibited and will constitute an infringement of copyright.
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