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ССО – chief customer officer

8-module educational program for CX directors 

Program overview
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FORMAT OF THE PROGRAM

• 8 modules
• One 8-hour module pro week in offline format
• Two 4-hour modules pro week in online format
• Each module consists of:

• Theoretical base/tools
• Practical exercises (individual and in groups)
• Homework checks 
• Q&A sessions

• Practical homework after each module, checked personally by the trainers and 
discussed at the beginning of each module
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FORMAT OF THE PROGRAM

• BEFORE THE START
• Each participant is interviewed to discover the goals, needs, expectations

• DURING THE PROGRAM
• Each session is recorded
• Recording is available up to 3 months upon completion of the program
• Slides are available for participants after each session
• Each participant has the right to re-visit the course (or any of the modules, live or online) for free during 

the next 3 years
• Materials of the course can be used by the participants within their companies for non-commercial 

purposes
• AFTER THE COMPLETION

• Each participant is interviewed to discover the level of satisfaction, whether the goals were met, what 
could be improved

• By the end of the program each participant receives the certificate
• Upon completion all participants are invited to join the Russian CX professionals club to share experience 

and further learn from each other
• Each participant receives the after-course pack: check-lists, reading lists
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PROGRAM CONTENT

• Module 1. ССО – role and position.
• Module 2. Customer experience and customer journey.
• Module 3. Measurement system and CX management. 
• Module 4. Communication with customers and working with customer feedback.
• Module 5. Creating СХ strategy.
• Module 6. Measuring and developing customer-centric corporate culture.
• Module 7. Implementing changes.
• Module 8. ССО personality.
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PROGRAM CONTENT BY MODULE. MODULE 1

• Module 1. ССО – role and position.
• CCO (Сhief Customer Officer) position – world’s best practices
• Role, responsibilities, competencies, authority and responsibility
• CCO in Russia – examples, experience in B2B and B2C industries
• Basic CX terms: customer centricity, loyalty, satisfaction, service
• Difference between terms, their interdependence and influence
• Interaction with the company: customer view
• Financial benefits of the customer-centric approach: cases, examples, research
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PROGRAM CONTENT BY MODULE. MODULE 2

• Module 2. Customer experience and customer journey.
• How customer impressions are created
• Customer experience in B2B and B2C environment
• Customer expectations
• Customer journey
• CJM tool: why and how to create customer journey map
• Working with data collected during CJM process
• Service design
• Segmentation of the customer base
• Emotional and rational loyalty
• Loyalty program as a part of customer experience
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PROGRAM CONTENT BY MODULE. MODULE 3

• Module 3. Measurement system and CX management. 
• Measuring satisfaction: CSI, CSAT, CES
• Measuring loyalty: NPS
• Designing the research: questionnaire, sample, format, risks, data quality, 

preparation for research, creating the hypotheses
• Data quality principles
• Data analysis
• Data bias: major mistakes and challenges using NPS
• Loyalty management strategies
• Loyalty drivers
• From loyalty to an employee to loyalty to the company
• Loyalty growth instruments
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PROGRAM CONTENT BY MODULE. MODULE 4

• Module 4. Communication with customers and working with customer feedback. 
• Channels, influencing customer experience
• Creating touchpoints: online/telephone/personal communications
• Filling out touchpoints with content/impressions, creating newsworthy events
• Scenario and algorithm of the call
• Feedback and claim processing system
• The cost of a non-resolved complaint
• Complaint as a gift
• Efficient work with “difficult” customers
• Sharing the responsibility
• Rational and emotional harm
• Creating WOW impressions
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PROGRAM CONTENT BY MODULE. MODULE 5

• Module 5. Creating СХ strategy.
• CX strategy: a bird’s view
• Creating the reality map
• Designing the desired customer experience
• The foundation of CX strategy: mission, values and business strategy
• Key building blocks of the strategy: products, business-processes, people
• Key components of CX strategy: system, actions, personal goals and 

motivation, corporate culture
• Defining the right priorities
• Resources to execute your CX strategy
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PROGRAM CONTENT BY MODULE. MODULE 6

• Module 6. Measuring and developing customer-centric corporate culture.
• CX (Customer Experience) and EX (Employee Experience): two sides of the 

medal
• Tools to measure the level of customer centricity. MRITM.
• Managing by values: spiral dynamics as a tool to analyze and develop 

company values
• Customer-centric culture development strategy
• Major challenges and mistakes in developing customer-centric strategy
• Employee involvement tools
• The competency of “customer centricity”
• Hiring customer-centric people
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PROGRAM CONTENT BY MODULE. MODULE 7

• Module 7. Implementing changes.
• From strategy to strategizing. Strategizing as a main approach to achieve 

results in VUCA world
• Efficient change management
• Global and local changes
• Reactive and proactive changes
• Perception of changes by customers and employees
• Tools for managing customer loyalty and implement changes in a company
• Action Plan as a main tool to implement changes
• Stages and principles of the adaptive action-planning
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PROGRAM CONTENT BY MODULE. MODULE 8

• Module 8. ССО personality.
• Internal focus
• ССО (Chief Customer Officer) as a change leader
• Points of bearing: resources for CX leader
• Personality traits and meta-skills
• Management and leadership in CX
• CX leader as a role model for customer experience
• Time and focus of attention
• Inner meanings and values
• Personal development of a CX expert 
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PROGRAM TRAINERS

Natalia Kim

• Managing partner of Integria Consult
• Creator of the "CCO – Chief Customer Officer” 

program
• CXPA member
• Business trainer, coach
• Expert in integral development of people
• Customer-centric culture transformation expert
• Judge of the СХ World Awards
• More than 10 years of practical CX experience
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PROGRAM TRAINERS

Olga Guseva

• Managing partner of Integria Consult
• Ph. D., MBA
• The only CXPA certified trainer in Russia
• CXPA member, ССXP
• Judge of the International CX Awards, CX World

Awards, European CX Awards, DACH CX Awards, CX 
Leader of the Year

• Co-author of Customer Experience and Customer 
Experience II , Amazon #1 Bestsellers in “Customer 
experience” category
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EXAMPLES OF PROGRAM MATERIALS
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STUDENT REVIEWS

“It is convenient to have recordings, great that I can ask 
questions any time. Was important to structure the 
knowledge I already had and add new”

“Great impressions. Learnt in a single burst. Great mix of 
theory and practice. Working and welcoming atmosphere, 
great info without the fluff, a lot of practice and real 
examples”

“I recommend the program to all business owners that are 
looking to create the individual approach to the customer. 
We have changed our measurement system, improved claim 
and feedback processing system.” 



17

BUSINESS CONTINUITY PLAN

• The course is flexible and can be delivered in online and offline format
• 2 trainers are sharing the content to deliver. In case of sickness one trainer is fully 
prepared to replace another. In case both trainers are sick the third stand-by trainer 
(Ulyana Sazhina, managing partner of Integria Consult) is available to step in and replace 
colleagues.
• The sessions are recorded in case any of the participants have missed one or some of 
them.
• Each trainer has 2 back-up Internet connections in case the main line fails.
• All technical aspects are managed by dedicated Program manager (connection issues 
on participants side, documentation, recordings)
• All training materials (presentations, check-lists, homeworks) are stored in a cloud 
service to avoid dependency on local hardware
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FAIR RULES AND CONFLICT RESOLUTION

• Integria offers 100% money-back guarantee in case a participant is unhappy with the content/quality 
of the course. The decision can be made by the 3rd module.
• Each participant has a right to visit the course once again during 3 years period in online or offline 
format.
• Program manager monitors customer feedback after each module and necessary adaptations are 
made in terms of speed of delivery, tech equipment, theory/practice split as per individual group’s needs.
• Trainers set up dedicated time for Q&A during each session and between the sessions.
• For online sessions, a dedicated Facebook group is created to manage customer feedback, ideas and 
questions. If questions asked by the participants require a detailed answer, the trainers are recording the 
video answer for the benefit of participants at no additional cost.
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OTHER TRAININGS AND WORKSHOPS RUN BY INTEGRIA TEAMS

• 2-days Customer Experience Masterclass by Ian Golding (run under the license)
• Customer-centric written communications
• Сustomer-centric approach to accounts receivable
• Customer complaint as a gift
• Emotional intelligence for CX experts
• Meta-skills for CX experts
• NPS: measuring and managing customer loyalty
• CJM workshop
• CX strategy workshop
• Mission and values workshop


