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WANgAINAENSNITATIIUTTAUNTITAIgNAT (CX) Aewas Al Ju 4

Day 1 wila wWoaules doans adwanuduiusiugnad

Day 1 #adan15ausy

09:00 - 10:25 wu. Watadi 1 Marketing 6.0 iU Service Excellence

® asrUsEneudAtyes Service Excellence: Wlapudesnisvesgnan, Tdlauasnisuey

UszaunsallAuANUAINKNNEY

'
=]

® LNAA Marketing 6.0 nMMWN1RAIALUBUNIAA LAY NaNTEyUTaImAlUladiazilse
wainssuLarUsEAUNNSalYRsgnAn SdsHansenuifsionisvnain

® Predicitve Marketing

® (Contextual Marketing

® Augmented Marketing

o FhetunsdifinuvesuusuATily Breakthrough CX Design Lﬁamiqlﬂmma Service
Excellence

fanssu: waniasudmingnisesniuulszaunisalanAvesasAnsvasinuresesAnsiudagiu

WALUSA

10:40 — 12:00 u. Wtedi 2 Breakthrough Customer Tools and Apply

® nsasnaAANARasinngAnIsu (Nudge): nauinisinduladie aueq 2 ssuu (System 1,

System 2) uavalasuuAnLS? Andn (Thinking Fast & Slow)

® asugmaningAnssu Au nsindulatevesuyed uazinalian15gdla (Pursuasion)

a o

* InngenavisenuaBedlunsinduls (Cognitive Biases) d1nsur

o

1 uagdmsu
UNN5AaIN
® Dialogue for Customer Persona n1saunuiverilagnAituningiy

® Dialogue for Insight MsaunuiemeudeIns LLazmmé’fmmsﬁs&aua&uJ Tngnu
Framework: The Apple Game
a.  Uncover Skin msdanmuazaumuniteiirlan/denuenuazuiunvesgnin
b.  Uncover Flesh msaunuiteriilanauidn, Pain uaz Gain ve5gnén
c. Uncover Core msaunuitetilaisasiigniyaesninléionn uazameiigndn
gnto
®  Range of Knowledge n1saununiugnédusuiufesdinnuini
fianssu: Workshop Roleplay mﬂqﬂé’ﬂ nsomFaNLLievn Insight tagaunun

AnweuleanunaInisvesgnag Total Solution

WALUSA

a
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13:00 - 14:00 #atafi 3 The Art of Explaining

® 116 Patterns of Communication

® Stunning Opening MATANITUA

e Building Trust wallamsieasifieasrsnnulinda

e Compelling Story wafiaAnsia13e4

® Sales Mastery WALANITUNY

® Complexity to Clarity wallan1siinlinateaududou
® Logic & Credible waflansldnssnzuazainuniniede

® Emotion wATlAN1SNIEAULTH

fanssu: Workshop Roleplay nistanisediilaasuieduni/ Solution

14:00 - 14:45 wu. Wadad 4 Answering Intelligence

® Answer Intelligence Tools

® AQ Framework

®  Empathic Answer N13roUAIAINLTLT10NL1D
® Hamburger Feedback nsnausannitelfindu

® Rising Insights NIMAUAINLLINBATIS AHA Moment
fanssu: Workshop Roleplay Anldimatianisneumaulaemssiudeyaidadnvegnauaznis
DONLUUAIMDUNTIBLATYMIRNIZUIN 19U ATET9AINBUNES Trust way Engagement Tu

USUNNR9NY

WALUSA

15:00 — 16:00 u. Wadadl 5 Integrating Customer Insights into Service Excellence

® s Insight #ilgn The Apple Game uag 116 Patterns of Communication i
geNLUUUSNSTieAuAaviing

o waflansldiadesile wu Empathy Mapping uae Customer Journey Mapping tunis
ONLUVUINIG

AanNssu: @519829819U3N151U Customer Journey Map 71k Insights Wag Patterns of

Communication

a@i’uﬁ 1 & Reflection

Day 2: @anuuulszaunsalviiossau

Day 2 #dansausy

09:00 — 09:45 . Wiadail 6 1ASesliedansusivizeanuuulszaunsal: ANuslUssduNeniu Generative Al

wag ChatGPT

® |ntroduction to Generative Al

5
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® Prompt Engineering - a¥1evinwzifiedeasiu Al ldeeefiuszaninm Tagldmaia wu
Prompt Priming, Chain of Thought, Shot Prompting
®  Prompt Template - lassa3ng Prompt dmsuldiduauislunisi@eu Prompt wuu
Azl
*  Explore GPTs — shanuianilaes Al ftasdausin Adieensedunaiy
nanssu: AnWeu Prompt dmsunueeniuuUszaun1salgnen

naaesly Custom GPTs dwiuaueanuuulszaunsalgnm

09:45 - 10:30 wu. #atiafi 7 Introduction to Visual Thinking for Consumer Insights nsldia3asiie Visual
Decoder tieteudiyvmisgsia uas viarundladeyaidedn
o ydnMIARFEAIM Visual thinking Aeesls wazvilufedndu ilenmsuemeggninde
aeanelu (Seeing inner-sights)
o msiunsiasuuasuiivesasetymsnsiiatugaeian When daensld
AWNEULEUIAT (Timeline)
® Customer & Market Focus: ¥11A2U3INAUMILAZALABINITVRIGNANTL Customer
Journey Map
flanssu: Connecting Moments: msasalszaun1seifinrveseiiusyansamaiu Journey
Map
WALUSN
10:45 - 12:00 . vindiafl 8 nsdudyavasuunltiuguslng (Consumer Trends Radar)
®  2sAUTENAUVRLNSUA (Elements of Trends): ﬁugmmaammﬁmmi (Basic of Needs),
Fduimdouninuasunlas Oriver of Change), wae uimnNssyu (Innovations)
o flugnumesanufens (Basic of Needs) - Ansngvifiugiuvesanudesnis Tnesneds
nann1s Maslow’s Hierarchy of Needs tag Manfred Max-Neef’s Fundamental Human
Needs iflelidlamgraiiuviasadomdmaadulatodudosgnin
o hduimdeuruiUAsuuUas (Driver of Change) - ¥iAwdn Ammudsundasusinane
(Shifts) Bernvunfianisvoaniug uay Aenszdunsiuasuuuas (Trigers) edimano s
AnuazviruaRvegnAdsodwng
e ufmnssu (nnovations) - ¥harwidnuianssuussianeine o Fslidrineg e
WINTTUAUAMALUINAT WATITINA LWIARGIAY WWIN1SYININITHATA
fanssu:
® Opportunity Sweet Spot
® [9n351 Consumer Trends Radar
WALUIN
13:00 — 14:25 u. Wadafl 9 Emerging Technologies for Personalised CX waluladfivaelunisasu

Uszaunisalgndn
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® \a3esile Data Mangement Tools fitaelaRuUszaUnsalvosgna

o waluladee 9 lAun AR, VR, Spatial Computing, Al and Machine Learning

® Immersive Technology Way NM5a319 Immersive Experience

® §79819n151% Data Analytics, Al, ua¥ Machine Learning e[,umﬁl,ﬂiﬂsﬁﬂﬁaagaqﬂﬁ%ﬁa
afelszaunisalianizyana (Personalisation)

®  Use Cases v09sansfivszaunudnialunmsldimeluladifioassUssaunisaliony

ymAa (Personalisation)

fanssu:
- ponuuuUszaunisal Delight inunislamaluladsivade

- @ankuuUsTaunsal Peak-end Rule f1unstamalulagsivdle

WALUSA

14:40 - 16:00 u.

Watofi 8 Designing Breakthrough Customer Experience
® Experience Value Chain - #314yaA1v1933573 MmemsesnwuuviglgnuaIUsEaunsnl
wasuAtusraunsainsldnuesdld Inefinrsananisanudlanielu (nsights)
way Jaduaeuen (Consumer Trends)
® UTCC’s AIMS Framework (Al Integration for Modern Systems)
o msUszgndidlonvesiud 1 uas 2 esenuuunagnsnisadsszaumsaigndn
nanssa:
- 99NWLUU Experience Value Chain

- 3ld AIMS Framework tiletigesniuunisasiaussaumsalandiviiessausie Al

1) Key takeaways
2) Reflection

ayudum 2

ens lae:

n3.3A%NU Wazanly

QLS‘?}&nmigé’mmmam wag MIARFBAMN (Visual Thinking)

£19159U531 W88UTRNTIUFETHIAN UNTINYIRIAIUASUNTILIAI
?JwaﬂﬂiLLaSﬁU%ﬂwﬂﬁﬂuﬁﬁﬁﬁ]LLEwﬂ’]igaﬁ’]iﬁ/l”lﬂﬁqiﬁﬂﬁﬁjvﬂﬂ’sEN’m%;ﬁsLLﬁﬁLE]ﬂ‘U‘L!
%mﬂsﬁi@ﬁumﬁmmmﬂmé;ﬂgmlThe Back of the Napkin #il4wdnnns Visual Thinking
999 Dan Roam @slglussanstutimlan

Producer laiwuuags18n1573
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