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Course Outline 2025

CM-03: Strategic Customer Experience: Voice-to-Journey Reviesed
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Rationale :
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Outcome :

o SouduagilnuiRnszuiunisiuila VOC vesesdnsetnaduszuy ilelwld Customer Insight

o Seuiuwmneansiideesgni (VOO IWlimunnagnsniseain wdnsduen uazmsairannugniuiugnan
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Pain-Point :

o lufuwmmaiiduszuulunssuiladesvesgnan wiieliild Customer Insight wazihldldlunsuimsdanisiiie
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o peAnsiTENadsIveIgnAn (VOO) annmeusindulaguus Noise 1xilagu Voice %38 Customer Insight
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o FBmssuile VOC Nesdnsldegilugunuuiiu q daly desnisiseuiionisivila Tunisuilagnen
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o TdoyagnAuuunendu nsednnsyate Wuge 9 Wiweulesiu vinnsesdleniivsydnsnalunisiseudidile
Uszaun13alvesgnAuy End-to-end maan Customer Journey
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pasatwunziulas : Objective :
o dnmInaiaiideInsimuinueauadva || o Weasuanuiuazaudilaluszuunsiuiladeswegna (VOC)

o fuUszneunsuasdesgsiia SMEs aunsaiaunszuuMsidussuy WeiSouinudesnisuas

. sﬁﬁauim‘%mé’um%ywé’m Marketing AUAIAKI (Customer Insight)

o Unlnseitdeyandesnisidilans . Lﬁaﬁsug”l,l,mmﬂmi@iasaﬂmiﬁw voc ldluniseonuuunag
Uizqﬂﬁﬂfﬁumimmm @519 Customer Engagement

o BlALNALAZNIIULUIAANITNI Customer Journey Mapping

Fatalunidduesesedaylunisieus Customer Insights

Learning Method: o ialviiinlanuiAnvesgnAn (Moment of truth) AABANIINTS
e 60% Lecture U315 (Customer Journey) L%EJ‘L!? Pain point & Expectation Tu
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Course Outline :

WWIRANTUIMIIANTANUARUSTUGNA (Customer Relationship Management)
ﬁﬂﬂﬂﬂi’ﬁﬂgﬂﬁﬁ?ﬂlﬁ%dﬁ@ Customer Segmentation
‘Via1fmawsﬁ%'ﬂwsﬁﬁﬂisam%mdumi%’uﬁﬂL?immaagﬂﬁw Voice of Customer: VOC
nsUsiiuAuianalagnAeg19gnIs Customer Satisfaction Survey wazihluldusslewilaase
17l Customer Insight

wanaulunisadne Customer Engagement Process

NAINUAIIDIUNTAUN Customer Insights 18w Empathy Map, Customer Persona, Value Proposition
Canvas

Customer Journey Mapping

Workshop:

- Development of Customer Touch Point & Journey

- Customer Journey Mapping Analysis
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