CCO - chief customer officer

8-module educational program for CX directors

Program overview
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« 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&Asessions

* Practical homework after each module, checked personally by the trainers and
discussed at the beginning of each module
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. 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
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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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« Module 1. CCO —-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 CX strategy.

« Module 6. Measuring and developing customer-centric corporate culture.

« Module 7. Implementing changes.

« Module 8 CCO personality.
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« Module 1. CCO —-role and position.
« CCO (Chief 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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« Module 2. Customer experience and customer journey.
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How customer impressions are created

Customer experience in B2B and B2C environment
Customer expectations

Customer journey

CIM tool: why and how to create customer journey map
Working with data collected during CIJM process
Service design

Segmentation of the customer base

Emotional and rational loyalty

Loyalty program as a part of customer experience
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Module 3. Measurement system and CX management.

ief

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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. 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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« Module 5. Creating CX strategy.
+ CXstrategy: 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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« Module 6. Measuring and developing customer-centric corporate culture.
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CX (Customer Experience) and EX (Employee Experience): two sides of the
medal

Tools to measure the level of customer centricity. MRI™.

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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« Module 7. Implementing changes.

« From strategy to strategizing. Strategizing as a main approach to achieve
results in VUCA world

+ Efficient change management

* Clobal 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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Module 8. CCO personality.

ief

Internal focus

CCO (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

e Creator of the "CCO — Chief Customer Officer”
program

«  CXPA member

« Business trainer, coach

 Expertinintegral development of people

« Customer-centric culture transformation expert
« Judge of the CX World Awards

 More than 10 years of practical CX experience
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EXPERIENCE

CUSTOMER

Olga Guseva

Managing partner of Integria Consult
Ph.D., MBA

The only CXPA certified trainer in Russia
CXPA member, CCXP

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 Il , Amazon #1 Bestsellers in “Customer
experience” category

An invaluable resource
for CX professionals.
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KonnyecTBeHHbIe 1 Ka4eCTBEHHbIE
nccnenosaHua, NOHUMaHMe ﬂOTpeGHOCTe;i

. KINMEHTOOPNEHTMROBEHHOCTb — 5TO M1POBO33REHUE 1 KIMEHTa, CerMeHTaLus.

06pa3s MbICNEN BCEX COTPYAHUKOB KOMMaHWK, Brmouad T,

Gyxrantepuio 1 cnyxBy 6esonacHocTu. [axe ecnm 2. MeHen)KMeHT
BurzHec- nogpasgerneHne He obLLaeTea ¢ KIMeHTaMM Hanpsamyto (Kak

npowecchol, Hanprmep, IT), NOTPEBUTENLTKMIA OMBIT MOXET CHUMBHO 3aBM( \/npaEneH‘Me npoeKTaMu, cosaaHne
TeXHOMornm, OT HETD — CKONBKO KNWEHTY MPUXOOWTCA »AaTb Ha NTMHWK Np cTpateruit, Gepexnmeoe NPoM3BOACTEO,
npoayKT 3BOHKE B KOM-LEHTP W KaKYIo MHGOPMaLI0 COTPYAHMK Koil- YynpasneHue UsMeHeHuaMn. MeHemKMeHT
LEeHTRa MOXeT COODLLNTL Cpasy.
3.HR

. OT CTeNeH KITMEHTOOPMEHTHUPROBaHHOCTU KOMMaHWUn PaboTa ¢ KOPNOPaTUBHOW KyNbTYPOW 1
3aBUCL - - P e LT I L P PR TP TPR N
npoLe

KOYEHTOORVE. TexHos

TUPOBAHHOCTh npeno
<KIIVIE

Chief
Cus‘omer Jlvoepbl NO3UTUBHOIO I'IOTpe6VITeJ'II:vCKOFO
. OnMblTa 3Ha4YUTENbHO NPeBOCXOAAT PbIHOK: o
Officer KomnaHwuii 3a 7 net
LHaMm1Ka CTOMMOCTM @KL KOMMNaHUI-NMAEROE B
06nacT NOTPEBMTENBCKOro OMbiTa MO CPABHEHMIO C
oTCTaoWMMK 3a Nepron 7 net. S&P 500 (2007-2013)

ﬂl/l HaMWKa CTOMMOCTH aKumn i

OBnacTb NocTpoeHUa

. —
Chief P - G
U —.
Chief Kowmnasus Watermark onpenenser nuaepos s obnactw norpeBiTenserore onsira w orcraioupx kax 10 nepssix 1 10 nocreamix

"
Cust Komnaswii B UCCNIEA0BaHMH KoMNarnK Forrester Research, nposegenrom & 2007 - 2014 ronax no ouenre Vnerca
ustomer Morpe6 Onrra. Cp: wa akanue i CTOMMOCTI AL MWAEPOB W OTCTAIOUMX MO
Ofticer oTHOWeAMIO K MHREKcy S&P 500
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INVITRO
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“It is convenient to have recordings, great that | can ask
questions any time. Was important to structure the
"BrnevarneHus XOpOLLUE, 6bIN0 yﬂOGHO, T.K. bbis1a E knowledge I already had and add new”

BOMpOCk! B N060e BPeMA/NoNy4UTs OTBETbI U BO:
6usHeca 6bl10 LUEHHO CTPYKTYpUPOBATh YK€ WMEIOLYMECST SHaHUs/AOMNONHNTL 1 3aKPEMUTb UX Ha NMPaKTUKe. B KOMnaHun n3

MONyHEeHHbIX Ha Kypce MHCTPYMeHTOB BHeapAeM CSI/NPS, B nepcriekTuse naaHupyeM BHeapuTs Action Plan.”

0T3bIB 0 Kypce CCO HaTtanbu JlaBpeHTbeBOM, PYKOBOLMTENA HanpaBneHWa KIueHTcKoro cepsuca OMPK «<MHBUTPO»,

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

examples”

OT3bis 0 Kypce CCO Mapuun Anndan

“I recommend the program to all business owners that are
(R MACTEPCHAR = . looking to create the individual approach to the customer.
) 3/10P0BbA = We have changed our measurement system, improved claim
" s and feedback processing system.”
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e The course is flexible and can be delivered in online and offline format

« 2trainersare 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.

* Alltechnical aspects are managed by dedicated Program manager (connection issues
on participants side, documentation, recordings)

« Alltraining materials (presentations, check-lists, homeworks) are stored in a cloud
service to avoid dependency on local hardware
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. 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 39 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

guestions. 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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« 2-days Customer Experience Masterclass by lan Golding (run under the license)
« Customer-centric written communications

« Customer-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

« CIMworkshop

« CXstrategy workshop

* Mission and values workshop
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