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CUSTOMER 
EXPERIENCE
MANAGEMENT

A COMPREHENSIVE WORKSHOP

THE CXM APPROACH



ABOUT THE WORKSHOP:

Customer Experience (CX) has become a trend in the 
corporate world nowadays and has become a key success 
factor and differentiator for businesses and startups that help 
them retaining loyal customers, reducing costs, and increase 
sales and profitability.
Providing a superior customer service at the front-end of 
businesses is not sufficient to win customers’ loyalty, as 
customers expect to receive great services consistently in 
every interaction, at every touchpoint, and throughout the 
whole journey with the business.
CX is all about customers’ emotions. Customer Experience 
Management (CXM) is how businesses creatively design, 
consistently deliver and consciously develop their services to 
effectively manage customers’ emotions.
This workshop has been carefully crafted to give the audience 
an in-depth exposure to the customer experience domain 
through experiential learning style and highly practical and 
effective techniques.

عن الورشـــــة:
ــم المؤسســات في  ــا في عال ــا حدیثً أصبحــت تجربــة العمــلاء (CX) اتجاهً
الوقــت الحاضــر وأصبحــت عامــلاً رئیســیًا للنجــاح وممیــزًا للمؤسســات 
الناشــئة التــي تســاعدهم علی الاحتفــاظ بالعمــلاء المخلصیــن ، وخفــض 

ــة. ــات والربحی ــادة المبیع ــف ، وزی التکالی
لــم یعــد کافٍ تقدیــم خدمــة عمــلاء ممیــزة في الواجهــة الأمامیــة 
ــات  ــي خدم ــلاء تلق ــع العم ــث یتوق ــلاء ، حی ــب ولاء العم ــرکات لکس للش
ــة  رائعــة باســتمرار في کل تفاعــل وفي کل نقطــة اتصــال وطــوال الرحل

ــرکة. ــع الش ــا م بأکمله
ــة  ــلاء. إدارة تجرب ــاعر العم ــق بمش ــا یتعل ــي کل م ــلاء ه ــة العم إن تجرب
العمــلاء (CXM) هــي الطریقــة التــي تصمــم بهــا الشــرکات خدماتهــا 
ــف  ــي لإدارة عواط ــا بوع ــتمرار وتطوره ــا باس ــة وتقدمه ــة إبداعی بطریق

ــال. ــکل فع ــلاء بش العم
تــم تصمیــم هــذه الورشــة بعنایــة لمنــح المشــارکین فرصــة متعمقــة في 
تطبیــق تجربــة العمــلاء مــن خــلال أســلوب التعلــم التجریبــي والتقنیــات 

العملیــة والفعالــة.
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WORKSHOP OBJECTIVES

METHODOLOGIES

The Workshop will be delivered in various 
approaches and techniques such as: 

 To understand the concept of customer 
experience, employee experience and 
user experience

 To value the importance of customer 
experience

 To recognize the seven emotional drivers 
of customers

 To learn how to assess customer 
experience using the CX-ray model©

 To practice the CX-ray Model© in 
designing a customer experience

 الموظــف تجربــة  العمــلاء،  تجربــة  فهــم 
بینهــم والفــرق  المســتخدم  وتجربــة 

 معرفــة وفهــم أهمیــة قیمــة تجربــة العمــلاء
والقیمــة المضافــة للعمیــل

 التعــرف علی الدوافــع العاطفیــة الســبعة
ــلاء للعم

 العمــلاء تجربــة  تقییــم  کیفیــة  معرفــة 
© CX-ray نمــوذج  باســتخدام 

 في  © CX-ray Model نمــوذج  تطبیــق 
العمیــل تجربــة  تصمیــم 

تنفذ الورشة بطریقة عملیة وتفاعلیة بین کافة 
المشارکین والمدرب وباستخدام الطرق التالیة:

أهداف ورشة العمل

طریقة تنفیذ الورشة:

theoretical
introductions 

group
discussions

practical
examples

inspirational
 stories

video
clips

case
 studies

role
playing

powerful 
models

theoretical

powerful 

practical

case

inspirational



WORKSHOP OUTLINE

THE NEW SHAPE OF CUSTOMER EXPERIENCE

ASSESSMENT

PRACTICING  7 x 7  PILLARS

19 March 2023

20 March 2023

 Definition of Customer Experience “CX” and Customer Experience management “CXM”

 Difference between CX and other terms

 The spirit of Customer Centricity

 Importance, Benefits, and Impact of Customer Experience management

 CX Concepts (customer Journey, touchpoints, expectations, service channels)

 Link Between Customer Emotions & Customer Experience

 Emotional Intelligence

 Group Exercises

7 EMOTIONAL DRIVERS FOR CUSTOMERS�

 The Experience Economy Theory

 Impact of Emotional Intelligence on Business Success

 7 Human Emotional Needs

 7 Customer Emotional Drivers

7 PILLARS INFLUENCING CUSTOMER EXPERIENCE

 Introduction to CX-ray Model

 Useful Tools to Assess Customer Experience

 Effective Framework to Design Customer Experience

 Group Exercises

 Participants will be assessed through various training assessments techniques such as pre 
and post-assessment questionnaires. Also, throughout the workshop they will be informally 
assessed through the open-ended questions, sections summaries, and group discussions.

Day one 

Day two 



. 01 Customer Services & Experience 
Professionals/Managers

. 02 Call Centre Team Leaders /
Supervisors

. 03 Customer-Facing Team Leaders/
Supervisors

. 04 HR Executives / HR Officers

. 05 Marketing Executives

. 06 Entrepreneurs & Business Owners

. 07 Business Development Executives

. 08 CX Programme Developers

. 09 UX Developers

. 10 Senior Supervisors

. 11 Any other areas relevant to the 
course objectives & outline.

TARGET AUDIENCE

Rotana Rosh Rayhan Hotel
Riyadh

LOCATION

2 Days 
Comprehensive Workshop

Arabic - English

• Coffee breaks
• Lunch

8.30am - 15.30pm

TIME

Duration Language

FEES

• Workshop material
• Certificate

2900 SAR per delegate
(Corporate rate Available)

*vat is excluded

tashkeelevents

www.tashkeelevents.com

+966 55 599 5684

registration@tashkeelevents.com
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Over 20 years of professional experience in various industries and roles. Raed held 
managerial and leadership positions in reputable organizations such as Labour foun 
(Tamkeen), Khaleeji Commercial Bank, and the Central Bank of Bahrain.

Currently leading CXPlus Consultancy Firm. Headed the Risk Management, Customer 
Services, and Community Engagement Departments at Tamkeen. Headed the 
Compliance Department in Khaleeii Commercial Bank. Led the Wholesale Islamic 
Banking Supervision Team at the Central Bank of Bahrain.

Was the first Bahraini awarded the Professional Diploma in Customer Experience with 
distinction from the C Academy in UK.

Additionally, Raed is:

   Certified Customer Experience Professional from the Customer Service Institute 

of America in USA.

   Certified Six Sigma Yellow Belt from American Society for Quality.

   Certified ILM Level 5 Coach from the Institute of Leadership & Management in UK.

Raed is a bahraini national holding an MBA from Strathclyde Business School and 
B.SC. in Accounting from Bahrain University.


