
6 April 2017 | Singapore

DCEM 2017
Digital Customer Experience Management Summit
Post-Conference Workshop 
Omni Channel Customer Service Management 
 Workshop for Professionals 

Morris Pentel
Chairman of the Customer Experience Foundation and  
globally recognized as one of the worlds leading trainers 
 in Customer Experience.
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This course provides the training and accreditation for CXFO Experience Structure Methodology design 
at the heart of CX.  The training includes access to the tools and technologies of CXfo and is built using 
the latest techniques in Gamification. 

Every day our customers are using new channels of communication.  from WhatsApp to LinkedIn 
social platforms and new services are becoming the next great challenge in communications. How 
do you manage the financial impacts, develop the strategies measure the impact in this changing and 
challenging time?

Every day our customers are expecting better, more immediate, more consistent services but is this all 
bad news? In fact, the way customers are behaving now is creating great opportunities. 

Digital Customers are easier to service at a lower cost and create more than 100 times the data of the 
average phone call. Knowing how to use that data provides the opportunities to:

 Create more Customer Value

 Develop new metrics

 Deepen your understanding of your customers

 reduce the cost of Sales and Service
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DAY 3
6 April 2017

       Morning

       SeCtion 1 – Customer experience trends
What are the latest trends in Customer Experience 
from around the world? Which are the ones that 
will have the most impact over the next 2-3 years. A 
briefing on the most important ones. 

       SeCtion 2 – Defining experience
Defining Experience - This section covers how to define 
Customer Experience to enable you manage & measure 
the experience you deliver across all of your channels. 
This section provides you with CXFO Experience 
Structure Methodology to help you develop your 
approach to the most important elements of Customer 
Experience and how to use them.

      SeCtion 3 – Customer Journey Mapping & 
Channels 
How do you measure different experiences in 
different channels? What are the key channels of 
communication that your customers use and do they 
meet your needs? Can you drive customers to use the 
channels that you want them to use?

      SeCtion 4 – Metrics & Value
In this section we cover what metrics you need to 
develop, how to build reports and what they should 
need to contain. We help you to understand experience 
you want to measure and just as importantly when…
•	Measuring	Experiences	
•	Cross	channel	Strategies
•	Question	Strategies
•	Scoring	Information
•	Aligning	Data	across	channels	&	Sources

     SeCtion 5 - Using Big Data 
We look at the role of Big Data and get under the hype 
to look at the way in which global leaders are using:
•	Predictive	and	Prescriptive	Analytics
•	Self-service	BI	tools
•	Visual	Data	Discovery	
•	IoT	Data
•	Cloud	Analytics

       SeCtion 6 – How angry is Angry? 
Describing Customer Emotions is a viatl part of 
managing CX.Because if you cannot describe emotions 
how can you manage them. The course covers CXFO 
Applied Emotional State Model.    This model provides 
a connection between what happens with your 
customers and how you manage it.

      SeCtion 7 – engineering Customer 
Behaviour
This session covers the key elements of CX behaviours 
and how to manipulate them. Timing offers, using self 
service, gamification, Customer Loyalty programmes 
and their role in channel strategy.  

      SeCtion 8 – Setting performance targets
In this session we cover how to define the information 
you need to what metrics:
•	What	sort	of	experience	you	want	to	measure?
•	Evaluating	each	experience	–	incorporating	metrics
•	Formulating	a	data	collection	strategy
•	Setting	targets
•	Identifying	issues	and	proposing	strategies	to	

overcome

      SeCtion 9– Building a plan
In the final session delegates work in teams to build a 
plan. Each team is given a different Customer Scenario 
and works together to deliver a high level plan for 
review and grading.
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