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COURSE INTRODUCTION / OVERVIEW:

This comprehensive training course is designed to provide professionals with a strategic framework for creating
exceptional guest experiences that drive loyalty, advocacy, and repeat business. It moves beyond basic customer service
to a deep understanding of human psychology, experiential design, and the emotional connection that defines a truly
memorable encounter. The curriculum is informed by academic research and industry best practices, drawing on
principles outlined in "The Experience Economy" by Joseph Pine and James Gilmore, a foundational text that explains
how companies can create value by staging engaging experiences. Participants will learn how to map the guest journey,
identify key emotional touchpoints, and design services and environments that consistently exceed expectations. BIG BEN
Training Center has developed this program to be highly interactive and hands-on, using case studies from leading brands
in hospitality, retail, and entertainment. The training emphasizes a holistic and empathetic approach, empowering

professionals to design experiences that are not only efficient but also deeply personal and meaningful.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

Customer experience (CX) managers.

Hospitality and tourism professionals.

Retail and service industry leaders.

Brand and marketing managers.

Product and service designers.

Operations and guest relations staff.

Executive leadership and strategists.

TARGET SECTORS AND INDUSTRIES:

Hospitality and hotels.

Retail and e-commerce.

Travel and tourism.

Restaurants and food service.

Healthcare and patient care.

Theme parks and entertainment.

Government agencies and equivalents.
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TARGET ORGANIZATIONS DEPARTMENTS:

e Customer experience and service.

Marketing and brand management.

Operations and quality control.

Sales and business development.

Human resources and training.

Product and service design.

Strategic planning.

COURSE OFFERINGS:
By the end of this course, the participants will have able to:

e Map the complete guest journey to identify and optimize key touchpoints.
e Apply principles of psychology and emotion to design impactful experiences.

e Develop a service blueprint that ensures consistent delivery of quality.

Utilize data and feedback to personalize and improve the guest experience.

Cultivate a company culture that is centered around customer service excellence.

Design physical and digital environments that enhance the guest journey.

Measure the return on investment (ROI) of a positive guest experience.

COURSE METHODOLOGY:

This training course employs a highly interactive and practical methodology to provide a deep understanding of
experience design. The program combines expert-led presentations with a comprehensive project where participants will
be tasked with designing a complete guest experience for a real or hypothetical business. This includes tasks such as
creating a journey map, developing a service blueprint, and presenting a strategy for implementation. The curriculum,
offered by BIG BEN Training Center, is designed to be highly collaborative, featuring workshops on topics like emotional
design, behavioral economics, and data analysis. The training is structured to foster a peer-to-peer learning environment,
allowing participants to share insights and receive constructive feedback on their design plans. This practical and dynamic
approach ensures that participants are not only knowledgeable about the theory of experience design but are also

equipped with the skills to create truly memorable encounters.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: THE FOUNDATIONS OF EXPERIENCE DESIGN

UNIT TWO: STRATEGIC PLANNING AND SERVICE BLUEPRINTING

Defining the experience economy.

The difference between service and experience.
Mapping the guest journey and identifying touchpoints.
Understanding consumer behavior and psychology.
The role of emotion in brand loyalty.

The importance of a human-centric approach.

Case studies in memorable experiences.

Developing a strategic plan for experience design.
Creating a detailed service blueprint.

Identifying and training key staff for guest interactions.
Integrating technology to enhance experience.
Designing the physical and digital environment.
Managing expectations and perception.

Overcoming service failures.

UNIT THREE: DATA, PERSONALIZATION, AND FEEDBACK

Collecting and analyzing guest feedback.

Utilizing data to personalize the guest journey.
Predictive analytics for anticipating needs.

Creating feedback loops for continuous improvement.
The role of loyalty programs and rewards.

Social media as a tool for experience enhancement.

Protecting guest privacy and data.
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UNIT FOUR: CREATING AN EXPERIENCE-CENTRIC CULTURE

e Hiring for empathy and passion.

Training staff to deliver exceptional service.

Empowering frontline employees to solve problems.

Leadership's role in modeling an experienced culture.

Internal communication and team alignment.

Measuring employee satisfaction and its impact on guests.

Building a culture of continuous learning.

UNIT FIVE: THE FUTURE OF EXPERIENCES AND INNOVATION

e Emerging trends in experience design.

e Utilizing virtual and augmented reality.

The role of artificial intelligence (Al).

The shift to hyper-personalization.

Designing for social and cultural experiences.

Building a career in experience management.

Personal action planning for growth.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

How does a strategic shift from transactional "customer service" to a holistic, emotional "guest experience"

fundamentally change the value of a business in a competitive market?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This training course is distinguished by its strategic focus on the why and how of experience design, going beyond simple
customer service training. Unlike other programs that may provide a checklist of best practices, this curriculum,
developed by BIG BEN Training Center, empowers professionals with a deep understanding of the psychological principles
and design frameworks that create truly memorable encounters. The course uses a project-based approach to allow
participants to apply theoretical concepts to real-world scenarios, ensuring they can not only identify a problem but also
design a creative and effective solution. Its emphasis on using data, fostering a positive company culture, and leveraging
new technologies makes this program essential for anyone looking to gain a competitive advantage by putting the

customer at the center of their business strategy.
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