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Day 1 119 Waulss fams AfwAruaNALSTUgNA

Day 1 watemsausy

09:00 - 10:25 w. #iadiofl 1 Marketing 6.0 iU Service Excellence

e asrUsznaudfyues Service Excellence: Wlanrwdasnisvesgnan, ldlauaznisueu

Uszaunsaiiumuanving

o

® LuNAA Marketing 6.0 MTWNISHAMIUBUIAR LA WansenutaunAluladfiariine

WOANTIUUAZUTLAUNTIVEIGNAN yufawansevuiifisenisvimann
® Predicitve Marketing
® Contextual Marketing
® Augmented Marketing

® hagnIRiAny 1B UTUANLY Breakthrough CX Design Lieussailmune Service
Excellence

fanssu: uaniBsudwsnenseenuuulszaunisnigndnvetesdnsvesinuvetasdnsiudagiu

WNLUSA

10:40 - 12:00 u. 917987 2 Breakthrough Customer Tools and Apply
® msarnARNARAERANgRnTIY (Nudge): nquinmsdnduladie aues 2 svuu (System 1,
System 2) WazanswuuAnidl Andn (Thinking Fast & Slow)

e asugmaningiingsy fu n1sdndwledevesuywd wazvalianisgels (Pursuasion)

a

e Imnereaivsennudndudlunisindula (Cognitive Biases) dwsugth wavdmsy

unmMnaia
® Dialogue for Customer Persona msaunuiaii lagnAlunIws Iy

® Dialogue for Insight MsaunuILREMANUFBINT LAz uFesNsTieuy Tngy
Framework: The Apple Game
a. Uncover Skin msdanauazaumunieidladenuenuazudunyesgnén
b. Uncover Flesh msauvuiiterdlamuidn, Pain uax Gain vagnén
¢ Uncover Core msaunuiiiawilaiasfignimasenunléionn wasemaiiigndn
gnde
® Range of Knowledge msaunwfugndiusuiufestinnugnig
fiansIu: Workshop Roleplay M33gné" AImFIa R e Insight kazawNL

AnWieulesnu@aanisvesgnAng Total Solution
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13:00 - 14:00

#2197 3 The Art of Explaining
® 116 Patterns of Communication
® Stunning Opening nALiAN15UA
® Building Trust waliansdeaniieairemmilinila
® Compelling Story nAfiAn1sian3os
® Sales Mastery inaliAN15918
® Complexity to Clarity maliamsvilvirateeududou
® Logic & Credible mafinn1sldnssnzuazmmnindede

® Emotion inatiAn1snszdueIal
- | a - [ R
fianssu: Workshop Roleplay msianseateatuieiud/ Solution

14:00 - 14:45 w.

WM 4 Answering Intelligence

® Answer Intelligence Tools

® AQ Framework

® Empathic Answer mMinpuAtButontle

® Hamburger Feedback mineufniteldndy

® Rising Insights MIneUAAARBA$1I AHA Moment
flanssa: Workshop Roleplay Antfinaliamsneudnulasnissiteyaidsdinvesgniuaznis
penuuUAReUTitIBuiTgvianizwiin 1wy msaiefreuiiadne Trust uae Engagement Tu
Wiunitsnety

WNLUSN

15:00 - 16:00 u.

#7907 5 Integrating Customer Insights into Service Excellence

e 38mmh Insight 790 The Apple Game uax 116 Patterns of Communication U
aanuUUU?n'ﬁﬁlﬂﬁaﬂ?']uﬂ'lﬁm'\U
o alinmsldindesiie 1y Empathy Mapping uaz Customer Journey Mapping Tun1s
2ONUUVLINTS
fianssu: a¥1aWaae19u3nslu Customer Journey Map Ml Insights uae Patterns of

Communication

a7UFuil 1 & Reflection
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Day 2 witlamseusu
09:00 — 09:45 u, Wadod 6 wFosfiodanusfivausanuuulssaunisal: mmg"gf]aac%’uﬁmﬁu Generative Al
way ChatGPT
® Introduction to Generative Al
® Prompt Engineering - a¥avinueitedeansiu Al ldahalisyavsam Tnsldinada wu
Prompt Priming, Chain of Thought, Shot Prompting
® Prompt Template - 133313 Prompt d@msulddusuislunisi@eu Prompt wuu
aziden
® Explore GPTs - anuidniiaes Al {yaeds fiapenIviunay
Aanssu: Hniligy Prompt dwiusuesnuuuyssaun1saignm
waaesld Custom GPTs dwdusuesnuuulszaunisalgnd
09:45 — 10:30 . wadiedl 7 Introduction to Visual Thinking for Consumer Insights n1sldia3asdia Visual
Decoder tiatoufidgmmnsgsio uaz vinanudnlatoyaidedn
* wdnn1sARFIEnT Visual thinking Aeerls uasshlufedndu iiensuomeagnisie
aemnelu (Seeing inner-sights)
o msiunsdsuutasiuiifeesaisetiymensafifiatusae e When daonsld
AMNEILEIAT (Timeline)
®  Customer & Market Focus: YnATIHFINAURIUALATILABINISVDIGNARIU Customer
Journey Map
Aansau: Connecting Moments: nsaiisUszaunsaififimvesaiusedvsnmeiu Jouney
Map
WALUIn
10:45 - 12:00 . Windofl 8 nsdudyvasuurltuguilaa (Consumer Trends Radar)

® piAYsENaUTRINSUA (Elements of Trends): uUgILUBINIMABINTT (Basic of Needs),

v e P

shdumdauauUaBuLUas (Driver of Change), Way winnTsu (Innovations)

o fugnumesnudiasns (Basic of Needs) - Tinswiugiuvasaiufams Taudeds
$¥anN13 Maslow’s Hierarchy of Needs lag Manfred Max-Neef’s Fundamental Human
Needs iiiglidlammpaiiuiosndomdinsinaulodedudvssgni

o nfundsunudsundas Driver of Change) - ¥inmw3dn mnuasuuUawsinain
(Shifts) Safwuafiavnvesniud uay Ansedunisiudeundas (Triggers) Svdsanio s
ﬁml,a:ﬁﬂuﬂﬁmaqqnﬁwﬁﬁﬁi CRERNR

o uiAnssu (nnovations) - vhenuidnuianssudssavesng 9 Fdsisinegiowd

WIINTINAUAWALUINT WAGITIND WIARSIAA wWUINITYIINTTAATR =
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fanssu:
® Opportunity Sweet Spot

® 9035 Consumer Trends Radar

Hinwsn

13:00 - 14:25 u.

W2ta¥ 9 Emerging Technologies for Personalised CX walulaifivaelunisiasy

Uszaunsaiandn

- -l ¢ v
® 1n3esle Data Mangement Tools fitawuuszauntinivesgnm

wmaluladnn q 1aun AR, VR, Spatial Computing, Al and Machine Learning

® Immersive Technology uay NM5a$ Immersive Experience

Y ' . . . - o
#re67am3l4 Data Analytics, Al, uag Machine Leaming lun1siinsmvideyagnive
> U4 .
aiwszaunsallanizyana (Personalisation)
al <
® Use Cases voswfnsnusravanuduislumsitinaluladifioadrauszaunmsaliane

yAra (Personalisation)

fiangsu:
- senuuuyszaunsal Delight wunsldinaluladsuad
- eshuuudsraunisal Peak-end Rule eimumsidinalulagsivasdie

WNLUTN

14:40 - 16:00 u.

iiatio7l 8 Designing Breakthrough Customer Experience
® Experience Value Chain - afyasmnigine Amensesnwuuvinlenuanszaunsal
uwazufitgmuszaunisaintsldnuvesdliy Taefnsananiterndlanaelu (nsights)
way Usduareuen (Consumer Trends)
® UTCC's AIMS Framework (Al Integration for Modern Systems)
o museyndifowvesiuil 1 uar 2 iesenuuunaginsaisraUNIalgnA
fionss:
- 98NWUY Experience Value Chain
- ild AMS Framework Wiiethesenuuumsaiiassaunsaigniumilossdusne Al

1) Key takeaways
2) Reflection
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