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Introduction

Understanding the corporate customer journey and designing exceptional experiences are
vital components for businesses striving to enhance customer satisfaction, loyalty, and
overall brand performance. This comprehensive five-day course, "Corporate Customer
Journey Mapping & Experience Design,” provided by Gentex Training Center, delivers
insightful knowledge and practical skills to effectively map customer journeys and create
impactful experiences. Participants will master critical methodologies and tools needed to
analyze customer interactions, identify improvement areas, and implement strategic
experience design solutions.

Corporate Customer Journey Mapping & Experience
Design Course Objectives

- Gaining a thorough understanding of corporate customer journey mapping processes.

- Learning techniques for identifying key touchpoints and critical moments in customer
journeys.

- Mastering practical methods for collecting and analyzing customer feedback effectively.
- Developing skills to design seamless and customer-centric experiences.

- Understanding the role of customer journey mapping in improving customer retention and
satisfaction.

- Applying tools to visualize and document customer experiences clearly.
- Identifying opportunities to enhance corporate customer interactions strategically.

- Implementing actionable strategies for optimizing customer experience consistently
across multiple channels.

Course Methodology
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The course combines theoretical instruction, interactive workshops, case studies, group
discussions, and hands-on exercises, allowing participants to apply concepts immediately.

Who Should Take This Course

- Customer experience professionals
- Marketing and sales managers

- Business development executives

- Customer service leaders

- Product managers

- Business analysts

Corporate Customer Journey Mapping & Experience
Design Course Outlines

Day 1: Introduction to Customer Journey Mapping

- Understanding customer experience and customer journey
- Importance and benefits of customer journey mapping

- Identifying and analyzing customer personas

- Recognizing different stages of the customer lifecycle

- Practical workshop: Building effective customer personas

Day 2: Customer Touchpoints and Interaction Analysis

- Defining and identifying customer touchpoints
- Evaluating the effectiveness of customer interactions

- Mapping customer emotions and expectations
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- Recognizing gaps and improvement opportunities

- Interactive session: Mapping touchpoints in real-life scenarios

Day 3: Tools and Techniques for Journey Mapping

- Overview of mapping tools and software

- Techniques for visualizing customer journeys
- Data collection and customer feedback tools
- Conducting interviews and surveys effectively

- Workshop: Creating a detailed customer journey map

Day 4: Experience Design and Implementation

- Principles of customer-centric experience design

- Designing memorable customer interactions

- Integrating customer experience across channels

- Case studies: Successful corporate experience designs

- Group activity: Designing and presenting experience strategies

Day 5: Optimizing and Measuring Customer Experience

- Establishing key performance indicators (KPIs) for experience measurement
- Techniques for monitoring and improving customer experience

- Continuous improvement strategies

- Customer feedback loop management

- Action plan workshop: Developing strategies for ongoing customer experience
enhancement
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Conclusion

By successfully completing the Corporate Customer Journey Mapping & Experience Design
course with Gentex Training Center, participants will possess extensive knowledge and
practical expertise to significantly enhance corporate customer interactions. The skills
gained from this course will enable professionals to consistently deliver superior customer
experiences, driving sustained business growth and customer loyalty.

FAQs

Q1 What is the "Corporate Customer Journey Mapping
& Experience Design” course about?

The course focuses on mapping corporate customer journeys and designing customer-
centric experiences. It covers customer personas, lifecycle stages, touchpoints, customer
emotions, feedback collection, journey visualization, experience design across channels, and
methods for measuring and continuously improving customer experience.

Q2 What are the key benefits of the "Corporate

Customer Journey Mapping & Experience Design”
course?

The course helps professionals identify gaps in customer interactions, understand customer
expectations, and design more seamless experiences. It also develops practical approaches
for using feedback, improving customer satisfaction and retention, optimizing interactions
across channels, and supporting continuous customer experience improvement.
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Q3 What skills will I gain from the "Corporate Customer
Journey Mapping & Experience Design” course?

Participants will develop four core skills: Corporate Customer Journey Mapping, Customer
Touchpoint Analysis, Customer Experience Design, and Customer Experience Measurement
& Optimization. These skills support the structured analysis of customer interactions,
identification of improvement opportunities, development of customer-centric experiences,
and ongoing performance enhancement.

Q4 What tools, methods, or standards are covered in
the "Corporate Customer Journey Mapping &
Experience Design” course?

The course covers customer journey mapping tools and software, customer feedback tools,
interviews, surveys, journey visualization techniques, customer personas, touchpoint
analysis, KPIs, and feedback loops. It also uses practical mapping workshops and
experience-design activities to apply these methods to corporate customer experience
scenarios.

Q5 How is the "Corporate Customer Journey Mapping
& Experience Design” course applied in real-world
practice?

The course applies journey mapping through practical scenarios, workshops, and case
studies. Participants learn to create customer personas, map touchpoints, analyze
interactions and feedback, identify experience gaps, design strategies across channels,
establish KPIs, and develop action plans for continuous customer experience improvement.
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