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X Imduseuunazaenenalaase Inanaundsdfaidnaeiu laun Customer Insight + Behavioral Science+
Enterprise Al for CX Lﬁ@lﬁﬁgﬁwmmmaaﬂLLUU‘LJizaumizﬁqﬂﬁmw Breakthrough wagihnauluwauesans
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nsilfinw Tngilevmangnsaseung:

o BrsuszendmaniuazAaduemdnnismanngelusl (Marketing 7.0, Kotler et., al. 2026) Gapadumna
Gfﬂl,wf Product-centric, Customer-centric, Human-centric AUD 9 Al-centric L‘WIEJ Vld"lh&JLLUa& Data +Ju
Insight 10 Empathy Tidnlain gnénddnesls nderls uazaaniesls

o n13udygruvesiuilduguilaa (Consumer Trends Radar) LASEgA1AATNAANTIYU (Behavioral
Economics) lngianighudfin n1saenanuAnazianganssy (Nudge) uag N334 (Pursuasion) iy
Indnerepanienuandeslunisandula (Cognitive Biases) ﬁdﬁ’ﬁﬁ%’ﬂé’ﬁﬂLLazﬁmﬁ"Uﬁﬂmﬁmmm e
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o MlATEsignAuas Insights: nadlanisliiaesiie 1y The Apple Game Wwag Empathy Mapping Lite
AU Az lanUfeINsEnveIgNA

o nseanuuuUszaunisalfinauland: n1sinteyauasinsunguslaatiaul Customer Journey wax
Touchpoints fia$1aauuszula wuulualfi Fluid & Connected Tasld Al 97818 ey Online-Offline,
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1. Insight-to-Action CX Strategy Wias Customer Insight [unagms CX fidaiau uazndouthluduindonly
99ANT

2. Behavioral Advantage in Experience Design ®anluuUszaunsaiaie Behavioral Economics
(Nudge/Bias) ilaLinmudaniia anuidesiu uaznisndulavesgndn

3. Al-Powered Persona & Journey Design 14 Al udisalunisadra Persona, Customer Journey gy
Moment of Truth ¢57%u ushutu wazdeansididuszuu

4. Trust-Driven Communication & Answering Mastery nsEAUNITAeans N15esUY wazn1sRaUmayly
4319 Trust anusadenniu waziiiy Engagernent

5. Personalisation Blueprint that Works aanuuu Personalised Blueprint #iviléa3e (lluduusan) ne
\Boulosdoya Foams uag Use Case fimnziuosdng

6. CX Scorecard, Experiment & Scale Playbook @314 CX Scorecard dw5UfU3ns 1aununaaes Jaua
wazvenena CX WhAn ROI uazenseRuasinsidognsaiiios
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Day 1 s Woules Heans a¥remrmduiusiugnin
Day 1 #dansausy
09:00 - 10:25 u. #a9l 1 The Next CX Battlefield (Marketing 7.0 & Service Excellence)

o dyulminaresriusznoudAgues Service Excellence: L laaudaansvesgnen, 1d
lauarnisueudszaun1saliiuanuanving -> gninddnftunisdeniusuninn

® LwIAn Marketing 7.0 W Ama1n + Arsluaywd Tunfeuiu Useneude 5
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Data Layer - \iudoyasg eiiasesssy

Al Layer — 21As1g% / A1An158l / Automation
Human Insight Layer — 11la915uadiagusun
Value Creation Layer - AniAnfisnnninnnsung
Impact Layer — nasodsnunazaudsbu
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®  AMNITRAINLUBUIAR LAY Naﬂiwwaﬂmﬂiuiaﬁﬁ%umawqmﬂﬁmLLazﬂisaumifﬁﬂum
gnén sfwansenuiifidenisvinnana
O Predicitve Marketing
O Contextual Marketing
O Augmented Marketing

o

® Future Marketing & Experience Shift wualtiudn "’zyﬁ'fi’wauﬂ?aquaﬂisugﬂﬁmax
ANANG

o egrnsdifinuIvesnususiild Breakthrough CX Design Lﬁamiqlﬂmma Service
Excellence

o A v v

AanTsu: CX Reality Check Bt vy CX 10409ANT wAEI¥YYeIIAiddyNgn dedun

WALUSN
10:40 - 12:00 w. Wadad 2 Breakthrough Customer Tools and Apply (Apple Game, Dialogue &
Empathy)
Anedoslonsaunuagmsiiasziiteiiilagndnlusdnungingsy ensual uazauAtigndn
gnne
® Dialogue for Customer Persona LwﬂﬁﬂmiauwmLﬁaa%ﬁ\‘lmWQﬂﬁﬂL%ﬂﬂaqwﬁ
® Dialogue for Hidden Insight wadan1sanaiien Pain/Gain ﬁQﬂﬁﬂﬁw‘jﬂmﬁ 9
® Framework: The Apple Game
Uncover Skin mié’(ammLLasaummLﬁaLG?J”fLﬁ]Lﬂﬁaﬂuamt,asu%uwuaqqﬂﬁﬂ
b. Uncover Flesh m‘aﬂumu’nﬁaﬁﬂ%mmiﬁﬂ, Pain Wway Gain ¥83gnA1
¢ Uncover Core msaununiteiilaizesiignimaesnunlsienn uazameiigndi
gntio
®  Empathy Mapping wasteyaldldu insight Aldluniseenuuutszaunsalldaie
Nanssu: Workshop n159gnA1 Insight Extraction Roleplay: n1sduntuaignm el Pain
points + &N Insight + L%auéj Total Solution
WALUIN
13:00 - 14:00 #atiafl 3 Behavioral Economics for Breakthrough CX (Nudge, Persuasion & Cognitive
Bias)
o  msawnanwARAzAANgAnITI (Nudge): nquimsdinanlate awes 2 svuu (System 1,
System 2) LagaNouuAnS? At (Thinking Fast & Slow) wagkasa CX
o imswgrmaninginssu AU nsdinAulatovesuywd wanimadanisgsla (Pursuasion)
°  Imnwreadvseauadsslunisinaula (Cognitive Biases) ﬁ'}ﬁzyﬁﬁﬂﬁgﬂﬁﬁmﬁu%
wuulsiilumeduna
® Nudge Design for Touchpoints WATIANITBENKUUANNLINGOULAENINTBNIGNAT
\dondne
fianssu: Workshop Nudge Moments Design eanuuy 3 3addaylu Journey 74 Nudge e
KreY Conversion/Trust/Satisfaction
14:00 - 14:45 1. #atiafi 4 The Art of Explaining
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® 116 Patterns of Communication
® Stunning Opening MATANITUA
e Building Trust wallamsieasifieasrsnnulinda
e Compelling Story waflansian3es
® Sales Mastery mAlAN13U1el
® Complexity to Clarity wallan1svinlvirateaududou
® Logic & Credible waflansldnssnzuazanuniniede
® Emotion WwATiAN13NI¥AUTH
fanNssx: Story & Message lab Hnaoniuu Message d@1%5U Service /Solution Tuaniunsaiass
VDIDIANT
WALUSN
15:00 — 16:00 u. Wadafi 5 Answering Intelligence
® Answer Intelligence Tools
® AQ Framework
®  Empathic Answer N13aoUAIAINLTLT0NL1D
® Hamburger Feedback nsnausamnitelfindu
® Rising Insights MInaumaLLieads AHA Moment
aNs3u: Workshop Roleplay Response Playbook Design @313agad1naui1nigiu (Playbook)

dusuanIunNTlase LU Objection/ Complaint/ Crisis

agﬂi’u‘ﬁ 1 & Reflection
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Day 2

Day 2: eanuuulszaunsalviiaseau
#dan15ausy

09:00 - 10:30 w.

#adadl 6 Generative Al for CX Leaders (Practical Prompting for Enterprise CX Work)
vhaudila Generative Al Tugufusms CX wagiinld Al T Sudvaelumsesnuuu CX daus

Insight—Journey—Script—Touchpoint

AANTIU:

Introduction to Generative Al

Al as CX Accelerator 3Antunnsld Al iilesnsesiu CX wuulivaauusud

CX Prompt Templates as9a313 Prompt dwiuaiu CX ildléass
Hurman-in-the-Loop wandnfgylumsly Al egnslaensdauaziinanim

Customer & Market Focus: YnANUFINAUAILAEAINADINITVDIYNAKIU Customer
Journey Map

CX Prompt Lab Einld Al iieasanuainlandass
O Persona Wag Pain points
O Joumney Map fitneas1auszaunisaififem
O  Service Script hag
O Touchpoint Ideas
Gemini Gem — @314 Al §gedush fivioensziunasny
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10:45 - 12:00 u. viadadl 7 nsdudyaavssuunltiuguslng (Consumer Trends Radar)
o asUsznauTenniuR (Elements of Trends): Hiugiuvesnuiesnis (Basic of Needs),
Fauipdeusuilasuuas (Driver of Change), waz winNssu (Innovations)
o flugnumesanufoinis (Basic of Needs) - Ansnzvifiugiuvesanudesns Tnusneds
nann1s Maslow’s Hierarchy of Needs tag Manfred Max-Neef’s Fundamental Human
Needs Lﬁaiﬁvﬁﬂﬁ]m&!waﬁLL‘V’]J‘\]%QLﬁadﬂﬁﬁﬂ’]iﬁﬂﬁuﬁ%@ﬁuﬁwENQﬂf:ﬁ
o nduindoumnuiUAsunas (Driver of Change) - ANuFdn AnuasuuUassinae
(Shifts) Fermunfieniawesniug waz éﬂﬂizﬁumsm?ﬁ'ammaa (Triggers) Bedananod3
AnuaziirunduesgnAiidaedsing o
o ufmnssu (nnovations) - vherwidnuianssuussianeine o Bslidrineg o
WINTTUAUAALUINAT WATITINA LWIARGIAY WWINISYINNITHATA
nanssal:

® Trend-to-Experience Concept @519 CX Concept 1 138sinaulangou1nnvesoinng

WALUSA

13:00 — 14:25 u. Wadad 8 Enterprise Personalization & Emerging Tech for CX (Data, Al/ML, Immersive
Experience & Guardrails)

dlamelulaBuaslassadredoyaiivinlif Personalisation intuai nieunumadentd Use
Case 7iffuA" wagil Guardrails Litelaladamudsde Trust

® Data Readiness for CX %’ayjauuuiwuﬁﬁmﬁl,ﬁaﬁ”l Personalisation

® Next Best Action Concept Winfn A/ML dwsunisuuzihasimnegiugndn
® immersive CX (AR/VR/Spatial) 19 Immersive Experience Lﬁ@lﬁﬁﬁﬁﬁ%”]dgamﬁﬂ
® Al Guardrails for Trust ndnnsnfunisld Al dieldlinssnuanuderunasuusud
®  Use Cases 9090sAnsfivszaunudnsalunsldimaluladiieadsszaunisalians
ymAa (Personalisation)
fanssa:

® Personalisation Blueprint Workshop 8anwbuy Segment—Trigger—Offer—Channel—
KPl—Guardrails

WALUSA

14:40 — 16:00 u. #adadl 9 Cx Scorecard, Experimentation & Scale (Experience Value Chain &
Enterprise Al Integration Framsnework)
asUnNowiAUALaRNLUY “Executive Deliverable” fiosdnsanunsathluldveldags silu
WINAENS NMTIANG UWaTNITVEENa
® (X Scorecard for Executives @319 Scorecard ‘1'7i;311%‘1/1’131%&'@?114%LLazﬁﬂﬁ’UNaﬁwﬁ‘lﬁ
® Experiment-to-Scale Playbook 5nnass Jana wazaensna CX sgraduseuu
® Enterprise Al Integration Framework nseuAnn1sils Al luszuuusnisuazuseaunisal
TiAna39
® Revisit the 5 Layers of Marketing 7.0: Data, Al, Human Insight, Value Creation Wag
Impact Layer
fanssu:
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® Final Capstone: Executive CX Blueprint (Al-Accelerated)- 1 Page fi3euasn “CX
Blueprint 1 #tl1” Y8I99ANIAULDY LagUsznaume
O Persona & Moment of Truth
O Nudge Moments
O Al-Enabled Personalisation Use Case
O CXKPI/ Scorecard

O Experiment Plan

® Matching the Blueprint with the 5 Layers of Marketing 7.0

1) Key takeaways
2) Reflection

asudun 2

Anens 1ae:

n3.3A%NU Wazanly

Alsrmnafumsnan uaz msAasenn (Visual Thinking)

919159U5231 WU TRNIINAEIHIAN UNTINYIRYATUASUNTILTAI
mmﬂmamﬂiﬂmmuﬁimLLaumiaami‘mNﬁiﬂﬂmwmmmmmuLaﬂﬂuu
mmﬂﬁwlmumﬁusaqmnwaﬂam The Back of the Napkin Adwdnns Visual Thinking
284 Dan Roam &dl#luasdnsdauninilan
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Seu3 919158UsEN ﬂmwammmammwmdﬂaa UANINYRENBNIIAINE D115 RLAY
Tnidinivendauazinendouinnssudeasdeny unningrdorsunsunsdlsa

N33UN15 AMENTINNNS Digital Economy mmiml‘mULLavammmsmLLmUﬁvmrﬂm
fivsnw mumsmumaamﬂaauwmamwa Ivmwmmmmm%ummﬂLaﬂsuwzjum

n5.9550AYg WaIuzAS
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ses{eruemsdtinAeNiumed N InedeATuAsuNIIlsn uaren1sduszininendy
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