Digital Customer Experience
Personas and Journey Mapping

Digital customer experience is
the set of digital interactions
between a customer and an
organization which creates
customer value. This course
provides participants with the
key concepts, terms, and
techniques to deploy digital
customer experience.
This course presents a balanced
combination of theoretical and
practical information. Participants
will develop skill in customer
journey mapping, gain insight into
the infrastructure to continuously
improve customer experience, and
cultivate an appreciation of best
practices and key pitfalls to avoid.
The generic term of customer experience
(CX) covers the entire landscape from
traditional customer service to new digital
methods that are used to interact with
customers. Digital customer experience
(DCX) focuses on the latter, but relies on
the former. It includes both front-office

customer touching interactions and backoffice business processes that ultimately
benefit customers.

COURSE OUTLINE:



Introduction: What is CX and what is
DCX?
The business case for DCX
Where to start
Techniques:
o Customer Journey Mapping
o Personas
o The central role of BPM
o The linkage to technology
Common misconceptions
Skills needed and gaps
Accountability
Summary

In this one-day course, you will learn about


the central role of customer journey
mapping in DCX and the interdependence
of CX improvement and BPM. You will
come to understand how best to manage
DCX. You will gain an understanding of

how CX and DCX are related to the user

experience and the role of rapid prototyping

ad agile in deploying DCX. The group will

discuss the major pitfalls to avoid and some
common misconceptions around DCX and RECOMMENDED PREREQUISITES:
DIGITAL TRANSFORMATION 101

“persona’s". You will come to understand
ROBOTIC PROCESS AUTOMATION

how the organizations vision for customer
experience, its digital strategy and a
practical road map including a quantifiable SHARABLE, PRINTABLE DIGITAL CREDENTIALS:
business case is needed for success in
digital customer experience.
WHO SHOULD ATTEND:








Executives
Senior Managers in Operations and IT
Business Process Managers
Business Process Analysts
Business Analysts
Business Architects
Project Managers

CUSTOMIZED GROUP TRAINING — FREE CONSULTATION
Training in-house, online, face-to-face or a combination of all three. For details on our customized solutions visit www.BPMInstitute.org/group-training

1-DAY FACE-TO-FACE —
1 EIGHT HOUR SESSION
——————————————————————
Instructor-led classroom
Credits: 6.5 CDU/CEU/PDU credits
Cost: Starting at $895 - login for rates

LIVE ONLINE —
2 FOUR HOUR SESSIONS
——————————————————————
Live Instructor-led virtual classroom
Credits: 6.5 CDU/CEU/PDU credits
Cost: Starting at $795 - login for rates

ON DEMAND —
6 ONE HOUR MODULES
——————————————————————
Self-paced, on demand, available 24/7/365
Credits: 6.5 CDU/CEU/PDU credits
Cost: Starting at $595 - login for rates

VIEW THIS COURSE AND SCHEDULE AT www.BPMInstitute.org/Training
www.bpminstitute.org/training | US TOLL FREE: (855) 300-2686 | 508-475-0475 | registrar@bpminstitute.org | © BrainStorm Group, Inc.

