CX Mastery Lab™ emmeoaerrsos

This isn’t your everyday course. It’s a lab for building unforgettable customer
experiences. It is your playground for mastering the strategies, tools, and
leadership mindset that top CX professionals use to create loyalty, growth, and
competitive advantage.

In the CX Mastery Lab, you’ll not only learn, you’ll experiment, practice, and
transform the way you think about customers.

Why CX Mastery Matters Right Now:

e Customers have more choices than ever, and loyalty must be earned.
e Companies with strong CX outperform competitors by up to 400% in market value.
e Trust, empathy, and innovation are the difference between surviving and thriving.

Why CX Is a Strategic Advantage:

CX drives measurable results:

e Customers who have a positive experience are 5x more likely to repurchase, 5x more likely to
forgive mistakes, and 4x more likely to refer others.

e According to PwC, 32% of customers will walk away from a brand they love after just one bad
experience.

e Forrester found that a 1-point improvement in CX Index score can result in tens of millions in
annual revenue increases (depending on company size).

CX reduces costs:

e Word-of-mouth referrals = free marketing.
e Engaged customers spend less time complaining and more time buying, cutting escalation costs.
e AS5% increase in retention can boost profits by 25-95% (Harvard Business Review).

CX boosts loyalty and growth:

e Loyal customers are worth 10x their first purchase.
e Bain & Company research shows that increasing customer retention by just 5% can increase profits
by 25-95%.

CX helps agents/employees/business owners, etc.:

e Spend less time resolving problems because customers/clients can help themselves or avoid
friction in the first place.
e Acustomer-first culture often improves morale (no longer stuck handling angry customers/clients
all day).
o An added benefit would be that the less time spent on escalations, the more time can be spent on
enhancing CX skills with courses like CX Mastery Lab™!



e CXimprovements (clear onboarding, better FAQs, self-service tools) mean fewer support tickets.
CX protects reputation:

e In today’s digital world, a single viral negative review can reach millions in hours.
e Companies that invest in proactive, human-centered CX see fewer reputation-related crises and
recover faster when they do occur.

WhatYou'll Learn: Module by Module

Module 1: Foundations of Customer Experience

e Understand the DNA of great CX
e Learn why customer expectations are higher than ever
e Identify the biggest barriers and opportunities

Module 2: Building Trust & Customer-Centricity

e Explore trust as the new business currency
e Apply the 4 pillars of trust (competence, reliability, integrity, empathy)
e Lcarn how to repair relationships when trust is broken

Module 3: Customer Journey Mapping

e Map the complete journey from awareness to loyalty
e Spot “moments of truth” that make or break experiences
e Practice redesigning journeys that delight and convert

Module 4: Crisis Playbooks & Resilience

e Prepare for the unexpected with practical frameworks
e Lcarn how to de-escalate, recover, and protect your brand
e Turn crises into opportunities to deepen trust

Module 5: CX-Centric Culture

e Lcad by example and model customer-first behavior
e Apply continuous improvement (Kaizen mindset)
e Embed CXinto everyday practices, not just slogans

Module 6: CX Metrics & Mastery

e Build KPI dashboards that tell the real story
e Use metrics to inspire, not overwhelm
e Practice turning numbers into meaningful action

Module 7: Human-Centered Innovation



e Apply design thinking to real CX problems
e Practice creative problem-solving frameworks
e Sparkinnovation even in resource-limited environments

Module 8: The Future of CX

e leverage Al for smarter, faster service without losing the human touch
e Explore inclusivity, ethical CX, and sustainability as business drivers
e Prepare forwhat's next in customer experience

Access Options:

The CX Mastery Lab is available through two formats:
One-Time Purchase

e Unlimited access to all modules, resources, and future updates
e Permanentaccess to the evolving bonus section (new tools, templates, and strategies added
regularly)

Subscription (bi-weekly or monthly)

e Flexible access to the entire course while subscribed

e Cancel anytime

e Stay informed about new content drops by signing up for email updates so you can decide if you'd
like to extend your subscription

Refund Policy:
We don’t offer refunds except in cases of payment error, such as:

e Duplicate charges
e Incorrect billing amount
e Technical processing errors

If you experience one of these, we'll promptly resolve it.

The Bonus Section:

The Lab includes a bonus section that grows over time with new worksheets, templates, guides, and
tools. Every update adds more value, ensuring that the Lab becomes a resource hub you'll keep
returning to.

e One-time purchasers: Permanent access to all bonus updates
e Subscribers: Access to updates while subscribed

The Value You'll Walk Away With:

When you complete the CX Mastery Lab, you won’t just know CX—you'll live it.



You'll [eave with:

e Confidence to design and deliver unforgettable experiences

e Practical tools (dashboards, templates, playbooks, worksheets) to use immediately
e Leadership skills to influence customers, colleagues, and executives

e Aclear sense of how to position CX as your company’s competitive advantage

You'll be able to:

e Future-proof your organization with adaptable CX strategies.
e Develop leaders who can align teams, customers, and stakeholders.
e See measurable ROI as CX improvements translate into retention, advocacy, and growth.

Launch Date:

The CX Mastery Lab opens October 8, 2025.

Join the waitlist at wwhttps:/form.jotform.com/252586704137158
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