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Monday 9 June — Friday 20 June



Mon Tue Wed Thu Fri

Understanding 
Customer Needs

Gathering and 
analyzing customer 
insights to inform  
CX design.

CX and Innovation 
Kickoff

Overview of CX and 
innovation concepts, 
with team-building 
activities.

Mastering Customer 
Journey Mapping

Techniques for 
mapping customer 
journeys to improve 
experiences.

Empathy in Action: 
Personas and 
Mapping

Developing empathy 
maps and personas 
to uncover user 
motivations.

Defining  
the Problem

Identifying pain 
points and framing 
challenges to set 
project scope.
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Mon Tue Wed Thu Fri

Feedback and 
Iteration

Incorporating 
peer feedback to 
enhance prototype 
development.

From Ideas to 
Prototypes

Exploring ideation 
techniques, refining 
ideas, and creating 
prototypes.

Refining  
for Feasibility

Optimizing 
prototypes with a 
focus on customer 
impact and 
implementation.

Pitching  
Innovation

Crafting and 
presenting business 
cases to demonstrate 
innovation.

Reflections  
and Graduation

Reflecting on 
CX skills and 
celebrating program 
achievements.
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