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INTRODUCTION TO Cx (Module 1 Topic 1) 

 

SCENARIO 

Let’s say it’s Saturday, and you’ve invited your family over tomorrow for Sunday Lunch. You’ve promised them you’re 
making your famous dessert but after checking your cupboards you realise you don’t have the ingredients that you 
need. The dessert needs to set overnight, so you choose to go to the store. Once you leave home, you realise there’s 
an electrical outage which means all the traffic lights on your way to the store are out, and you’re incredibly frustrated 
wishing you'd ordered your groceries online instead. You finally get to the store and notice that there is a special on 
the biscuits you need, but the store is all out of your preferred brand of chocolate, so you need to buy a different brand 
instead. You go to the teller, and she gives you the biggest smile and hands your change to you in your hand rather 
than dropping it across the counter. Going home the outage is repaired, so traffic is a little smoother. You arrive home, 
unpack your groceries, and the bag tears which really irritates you, but it’s alright because none of your groceries were 
damaged during this incident. On Sunday you serve a delicious dessert to your family, and everyone pays 
compliments to you. 

  



BRANCHING SCENARIOS 

 

QUESTION 1 

How might the store have improved its Cx when the customer was frustrated by the power outage? 

1) The store could have provided an explanation of the power outage and offered the customer an alternative route 
to the store to reduce frustration. 

2) The store could have also provided an explanation of the power outage to reduce confusion. 
3) The store would not have been able to do anything to improve the customer's experience during the power 

outage. 

 

If the learner chooses option 1 (level 2): 

a) How do you think the customer will react to the alternative route offered by the store? 
b) Do you think the store's explanation of the power outage will help to decrease the customer's 

frustration? 
c) Do you think the customer feels that the store is going above and beyond to address the issue caused 

by the power outage? 

 

i. If the learner chooses a) 

If the store's explanation of the power outage is clear and thorough, it may help to decrease the customer's frustration. 
However, if the customer is experiencing other issues in addition to the power outage, such as a long wait time, the 
explanation alone may not be enough to completely alleviate their frustration. 

 

ii. If the learner chooses b) 

If the store's explanation of the power outage is clear and provides the customer with relevant information, it has a 
better chance of decreasing the customer's frustration. The customer may still be inconvenienced by the situation, but 
clear communication can help the customer understand the issue and avoid any additional frustration caused by 
confusion or uncertainty. 

 

iii. If the learner chooses c) 

Whether or not the customer feels that the store is going above and beyond to address the issue caused by the power 
outage may depend on several factors. These may include the store's communication during the outage, the extent to 
which the store offers alternative options or compensates the customer for the inconvenience, and the customer's 
personal expectations and standards for good customer service. Ultimately, it is up to the customer to decide whether 
they feel that the store has done enough to address the issue. 

  



How might the store have improved its Cx when the customer was frustrated by the power outage? 

1) The store could have provided an explanation of the power outage and offered the customer an alternative route 
to the store to reduce frustration. 

2) The store could have also provided an explanation of the power outage to reduce confusion. 
3) The store would not have been able to do anything to improve the customer's experience during the power 

outage. 

If the learner chooses option 2. 

a) Did the store's explanation of the power outage reduce the customer's confusion? 
b) Did the customer feel that the store could have done more to address the issue caused by the power outage? 
c) Did the store's communication during the power outage impact the customer's perception of the store's customer 

service? 

 

i. If the learner chooses a) 

If the store's explanation of the power outage was clear and provided the customer with relevant information, it may 
have helped to reduce the customer's confusion. However, if the customer was experiencing other issues in addition 
to the power outage, such as a long wait time, the explanation alone may not have been enough to completely 
alleviate their confusion. 

 

ii. If the learner chooses b) 

It is possible that the customer may have felt that the store could have done more to address the issue caused by the 
power outage, depending on the specifics of the situation and the customer's expectations. For example, the customer 
may have wanted the store to provide more compensation or alternative options, or may have expected the store to 
take a more proactive approach to addressing the issue. 

 

iii. If the learner chooses c) 

The store's communication during the power outage may have had an impact on the customer's perception of the 
store's customer service. If the store was able to provide clear and timely updates about the situation and offer 
alternative options to the customer, this may have positively impacted the customer's perception of the store's 
customer service. However, if the store's communication was unclear or lacking, or if the store did not take sufficient 
steps to address the issue, this may have negatively impacted the customer's perception of the store's customer 
service. 

  



How might the store have improved its Cx when the customer was frustrated by the power outage? 

1) The store could have provided an explanation of the power outage and offered the customer an alternative route 
to the store to reduce frustration. 

2) The store could have also provided an explanation of the power outage to reduce confusion. 
3) The store would not have been able to do anything to improve the customer's experience during the power 

outage. 

If the learner chooses option 3. 

a) Did the customer understand that the power outage was out of the store's control? 
b) Did the customer express frustration with the store's inability to improve the situation during the power 

outage? 
c) Did the store offer any compensation or make any other efforts to address the inconvenience caused 

by the power outage? 

 

i. If the learner a) 

It is possible that the customer understood that the power outage was out of the store's control if the store provided a 
clear and concise explanation of the situation. However, if the customer was still experiencing issues or felt that the 
store could have done more to address the situation, they may not have fully accepted the explanation. 

 

ii. If the learner b) 

The customer may have expressed frustration with the store's inability to improve the situation during the power 
outage, especially if they felt that the store was not doing enough to address the issue or provide alternative options. If 
the store was not able to adequately address the situation, the customer may have felt that the store was not taking 
their concerns seriously. 

 

iii. If the learner c) 

Depending on the specific circumstances, the store may have offered compensation or made other efforts to address 
the inconvenience caused by the power outage. For example, the store may have offered a discount on the 
customer's next purchase, provided a voucher or other compensation, or taken other steps to address the 
inconvenience caused by the outage. If the store was not able to offer any compensation or make any efforts to 
address the situation, the customer may have felt that their experience was not a priority for the store. 

 

  



QUESTION 2 

How might the customer's indirect contact with the store (e.g., product reviews) have impacted their satisfaction with 
their shopping experience? 

1) Negative product reviews may have lowered the customer's expectations and led them to be more forgiving of the 
store's lack of their preferred brand of chocolate. 

2) The customer's indirect contact with the store may not have had a significant impact on their satisfaction with the 
shopping experience. 

3) The customer's indirect contact with the store would not have had any impact on their satisfaction with the 
shopping experience. 

If the learner chooses 1. 

a) In what ways could negative product reviews impact a customer's expectations? 
b) How might a customer's level of forgiveness be affected by negative product reviews? 
c) Would the customer have been more or less forgiving if they had not read the negative reviews? 

 

i. If the learner chooses a)  

Negative product reviews could lower a customer's expectations by warning them about potential issues with the 
product. If a customer reads negative reviews, they may be more likely to anticipate a negative experience and set 
lower expectations for the product or service. 

 

ii. If the learner chooses b)  

Negative product reviews may lead a customer to be more forgiving if they experience issues that align with the 
negative reviews. In this case, the customer may feel that their expectations were set appropriately and that the issues 
they experienced were not unexpected. This can result in a more forgiving attitude towards the store or brand. 

 

iii. If the learner chooses c)  

It is difficult to say whether the customer would have been more or less forgiving if they had not read the negative 
reviews. If the customer had not read the reviews, they may have had higher expectations for the product or service, 
and may have been less forgiving if they experienced issues. On the other hand, if the negative issues experienced by 
the customer were widespread, they may have still experienced them regardless of reading the reviews, which could 
lead to a similar level of forgiveness. 

 

 

 

 

  



How might the customer's indirect contact with the store (e.g., product reviews) have impacted their satisfaction with 
their shopping experience? 

1) Negative product reviews may have lowered the customer's expectations and led them to be more forgiving of the 
store's lack of their preferred brand of chocolate. 

2) The customer's indirect contact with the store may not have had a significant impact on their satisfaction with the 
shopping experience. 

3) The customer's indirect contact with the store would not have had any impact on their satisfaction with the 
shopping experience. 

 

If the learner chooses 2. 

a) What are some examples of indirect contact that a customer might have with a store? 
b) In what ways could indirect contact impact a customer's satisfaction with the shopping 

experience? 
c) Would the customer's satisfaction have been significantly different if they had direct contact with 

the store? 

 

i. If the learner chooses a)  

Negative product reviews could lower a customer's expectations by warning them about potential issues with the 
product. If a customer reads negative reviews, they may be more likely to anticipate a negative experience and set 
lower expectations for the product or service. 

 

ii. If the learner chooses b)  

Negative product reviews may lead a customer to be more forgiving if they experience issues that align with the 
negative reviews. In this case, the customer may feel that their expectations were set appropriately and that the issues 
they experienced were not unexpected. This can result in a more forgiving attitude towards the store or brand. 

 

iii. If the learner chooses c)  

It is difficult to say whether the customer would have been more or less forgiving if they had not read the negative 
reviews. If the customer had not read the reviews, they may have had higher expectations for the product or service, 
and may have been less forgiving if they experienced issues. On the other hand, if the negative issues experienced by 
the customer were widespread, they may have still experienced them regardless of reading the reviews, which could 
lead to a similar level of forgiveness. 

 

  



How might the customer's indirect contact with the store (e.g., product reviews) have impacted their satisfaction with 
their shopping experience? 

1) Negative product reviews may have lowered the customer's expectations and led them to be more forgiving of the 
store's lack of their preferred brand of chocolate. 

2) The customer's indirect contact with the store may not have had a significant impact on their satisfaction with the 
shopping experience. 

3) The customer's indirect contact with the store would not have had any impact on their satisfaction with the 
shopping experience. 

 

If the learner chooses 3. 

a) What are some examples of indirect contact that a customer might have with a store? 
b) Can indirect contact ever have an impact on a customer's satisfaction with the shopping 

experience? 
c) What factors besides contact with the store might impact a customer's satisfaction with the 

shopping experience? 

 

i. If learners chooses a)  

Examples of indirect contact that a customer might have with a store could include hearing about the store from a 
friend or family member, seeing an advertisement for the store, or reading reviews of the store online. 

 

ii. If learners chooses b) Indirect contact can certainly have an impact on a customer's 
satisfaction with the shopping experience. For example, if a customer hears negative 
things about a store before visiting, they may have lower expectations or be more critical 
of their experience. 

 

iii. If learners chooses c) There are many factors that could impact a customer's satisfaction 
with the shopping experience besides contact with the store. These could include the 
quality and variety of products available, the store's pricing and promotions, the layout 
and cleanliness of the store, the availability of parking and other amenities, and the 
overall convenience of the shopping experience. 

 

 

 

  



THE CUSTOMER (Module 1 Topic 2) 

 

SCENARIO 

Lutalo is a taxi owner who recently had to take his car to a repair shop after it broke down on the highway. Lutalo had 
never been to this particular shop before, but he had high expectations for the service he would receive based on 
recommendations from friends and online reviews. 

When Lutalo arrived at the repair shop, he was greeted by a friendly and knowledgeable service advisor who listened 
carefully to his description of the problem and asked relevant questions to gather more information. The advisor 
explained the diagnostic process and the estimated cost of repairs, and kept Lutalo informed throughout the process 
of any new developments. 

As Lutalo waited for his car to be repaired, he was impressed by the clean and organized waiting area and the friendly 
and attentive staff. He also appreciated the regular updates he received from the advisor, which helped him feel more 
in control of the situation. 

When the repairs were completed, the advisor explained the work that had been done and showed Lutalo the parts 
that had been replaced. He also provided advice on how to avoid similar problems in the future and recommended a 
maintenance schedule for Lutalo's taxi. 

 

  



BRANCHING SCENARIO 

QUESTION 1 

How did the repair shop meet Lutalo's expectations for customer experience? 

1) The repair shop exceeded Lutalo's expectations 
2) The repair shop met Lutalo's expectations 
3) The repair shop did not meet Lutalo's expectations 

If the learner chooses option 1): 

a) In what specific ways did the repair shop exceed Lutalo's expectations? 
b) How did the repair shop make Lutalo feel valued and appreciated? 
c) What impact did the repair shop's service have on Lutalo's willingness to return or recommend the shop? 

 

i. If the learner chooses option a) 

The service advisor was friendly, knowledgeable, and attentive throughout the diagnostic process, keeping Lutalo 

informed of any new developments 

The waiting area was clean, organized, and had friendly and attentive staff 

Lutalo appreciated the regular updates he received from the advisor, which helped him feel more in control of the 

situation 

The advisor explained the work that had been done and showed Lutalo the parts that had been replaced, providing 

advice on how to avoid similar problems in the future and recommending a maintenance schedule for Lutalo's taxi 

 

ii. If the learner chooses option b) 

The service advisor listened carefully to Lutalo's description of the problem and asked relevant questions to gather 

more information, making Lutalo feel heard and understood 

The advisor provided regular updates throughout the diagnostic process, making Lutalo feel more in control of the 

situation 

The waiting area was clean, organized, and had friendly and attentive staff, making Lutalo feel comfortable and 

cared for 

The advisor explained the work that had been done and provided advice on how to avoid similar problems in the 

future, demonstrating a commitment to Lutalo's long-term satisfaction and loyalty 

 

iii. If the learner chooses option c) 

The repair shop's service exceeded Lutalo's expectations and made him feel valued and appreciated. The advisor's 

regular updates and attention to detail helped build trust and confidence in the repair shop's capabilities. The advice 

provided on maintenance and problem prevention showed a commitment to Lutalo's long-term satisfaction and 

loyalty. These factors would likely increase Lutalo's willingness to return to the shop for future repairs and 

recommend it to others. 

 

  



How did the repair shop meet Lutalo's expectations for customer experience? 

1) The repair shop exceeded Lutalo's expectations 
2) The repair shop met Lutalo's expectations 
3) The repair shop did not meet Lutalo's expectations 

If the learner chooses option 2): 

a) In what specific ways did the repair shop meet Lutalo's expectations? 
b) Were there any areas where the repair shop could have improved the experience? 
c) Would Lutalo be likely to return or recommend the shop based on this experience? 

 

i. If the learner choose a) 

The service advisor listened carefully to Lutalo's description of the problem and asked relevant questions to gather 

more information, demonstrating a commitment to diagnosing the issue accurately and efficiently. The advisor 

explained the diagnostic process and the estimated cost of repairs, providing transparency and clarity on the work 

to be done. The waiting area was clean and organized, with friendly and attentive staff who made Lutalo feel 

comfortable and cared for. The advisor explained the work that had been done and showed Lutalo the parts that 

had been replaced, providing reassurance that the repairs had been completed correctly 

 

ii. If the learner choose b) 

Without additional context or details about Lutalo's specific experience, it is difficult to identify any areas where 

the repair shop could have improved. However, based on the content provided, there are several general areas that 

could impact the customer experience, such as responsiveness, empathy, and tangibles (e.g. the physical 

appearance of the repair shop, the cleanliness of the area around it, its look and feel). 

 

iii. If the learner choose c) 

Based on the information provided, it seems likely that Lutalo would be willing to return to the repair shop for 

future repairs and recommend it to others. The service advisor was friendly, knowledgeable, and attentive, the 

waiting area was clean and organized, and the repairs were completed satisfactorily. However, without additional 

context or details about Lutalo's specific experience or preferences, it is impossible to know for certain. Factors such 

as price, convenience, and location could also impact Lutalo's decision to return or recommend the shop. 

 

 

 

 

 

 

  



How did the repair shop meet Lutalo's expectations for customer experience? 

1) The repair shop exceeded Lutalo's expectations 
2) The repair shop met Lutalo's expectations 
3) The repair shop did not meet Lutalo's expectations 

 

If the learner chooses option 3): 

a) In what specific ways did the repair shop fail to meet Lutalo's expectations? 
b) How did the repair shop's service make Lutalo feel? 
c) What impact did the repair shop's service have on Lutalo's willingness to return or recommend the shop? 

 

i. If the learner chooses a) 

Based on the scenario provided, there is no indication that the repair shop failed to meet Lutalo's expectations. 

However, if there were specific areas where Lutalo felt dissatisfied or disappointed, these could include factors 

such as responsiveness, empathy, or tangibles (e.g. the physical appearance of the repair shop, the cleanliness of 

the area around it, its look and feel). 

 

ii. If the learner chooses b) 

Based on the scenario provided, the repair shop's service seemed to make Lutalo feel valued and appreciated. The 

service advisor was friendly, knowledgeable, and attentive, the waiting area was clean and organized, and the 

repairs were completed satisfactorily. The advisor provided regular updates throughout the diagnostic process, 

which helped build trust and confidence in the repair shop's capabilities. 

 

iii. If the learner chooses c) 

Based on the information provided, it seems likely that Lutalo would be willing to return to the repair shop for 

future repairs and recommend it to others. The service advisor was friendly, knowledgeable, and attentive, the 

waiting area was clean and organized, and the repairs were completed satisfactorily. However, without additional 

context or details about Lutalo's specific experience or preferences, it is impossible to know for certain. Factors such 

as price, convenience, and location could also impact Lutalo's decision to return or recommend the shop. 

 

 

 
  



QUESTION 2 

How did the repair shop's service impact Lutalo's perceptions of good and bad customer experience? 

1) The repair shop's service was an example of good customer experience 
2) The repair shop's service was an example of average customer experience 
3) The repair shop's service was an example of poor customer experience 

If the learner chooses option 1): 

a) How did the repair shop's service meet or exceed Lutalo's expectations? 
b) What specific factors contributed to the repair shop's service being an example of good customer 

experience? 
c) How did the repair shop's service impact Lutalo's perceptions of good customer experience? 

 

i. If the learner choose a) 

The repair shop's service met Lutalo's expectations by providing a friendly, knowledgeable, and attentive service 

advisor who listened carefully to his description of the problem and provided regular updates throughout the 

diagnostic process. The repair shop's service exceeded Lutalo's expectations by providing a clean and organized 

waiting area with friendly and attentive staff who made Lutalo feel comfortable and cared for. The repair shop's 

service exceeded Lutalo's expectations by providing advice on how to avoid similar problems in the future and 

recommending a maintenance schedule for Lutalo's taxi 

 

ii. ii) if the learner choose b) 

The service advisor was friendly, knowledgeable, and attentive throughout the diagnostic process, providing 

transparency and clarity on the work to be done. The waiting area was clean and organized, with friendly and 

attentive staff who made Lutalo feel comfortable and cared for. The repairs were completed satisfactorily, with the 

advisor explaining the work that had been done and providing advice on how to avoid similar problems in the 

future. The advisor provided regular updates throughout the diagnostic process, helping build trust and confidence 

in the repair shop's capabilities 

 

iii. if the learner chooses c) 

The repair shop's service provided Lutalo with a positive experience that met or exceeded his expectations. The 

repair shop's service demonstrated a commitment to transparency, clarity, and customer satisfaction. The repair 

shop's service likely positively impacted Lutalo's perceptions of good customer experience, by providing friendly 

and knowledgeable service, a clean and organized waiting area, and satisfactory repairs. 

 

 

 

 

 

  



How did the repair shop's service impact Lutalo's perceptions of good and bad customer experience? 

1) The repair shop's service was an example of good customer experience 
2) The repair shop's service was an example of average customer experience 
3) The repair shop's service was an example of poor customer experience 

If the learner chooses option 2): 

a) How did the repair shop's service meet or fall short of Lutalo's expectations? 
b) Were there any areas where the repair shop could have improved the experience? 
c) How did the repair shop's service impact Lutalo's perceptions of customer experience? 

 

i. If the learner chooses a) 

Based on the scenario provided, the repair shop's service seemed to meet or exceed Lutalo's expectations. The 

service advisor was friendly, knowledgeable, and attentive, the waiting area was clean and organized, and the 

repairs were completed satisfactorily. However, without additional context or details about Lutalo's specific 

expectations, it is difficult to say for certain whether the repair shop's service fully met or exceeded his 

expectations. 

 

ii. If the learner chooses b) 

Without additional context or details about Lutalo's specific experience, it is difficult to identify any areas where 

the repair shop could have improved. However, based on the content provided, there are several general areas that 

could impact the customer experience, such as responsiveness, empathy, and tangibles (e.g. the physical 

appearance of the repair shop, the cleanliness of the area around it, its look and feel). 

 

iii. If the learner chooses c) 

The repair shop's service likely positively impacted Lutalo's perceptions of customer experience, by providing 

friendly and knowledgeable service, a clean and organized waiting area, and satisfactory repairs. However, without 

additional context or details about Lutalo's specific experience or expectations, it is impossible to know for certain 

how the repair shop's service impacted his perceptions of customer experience. 

 

 

  



How did the repair shop's service impact Lutalo's perceptions of good and bad customer experience? 

1) The repair shop's service was an example of good customer experience 
2) The repair shop's service was an example of average customer experience 
3) The repair shop's service was an example of poor customer experience 

If the learner chooses option 3): 

a) In what specific ways did the repair shop's service fall short of Lutalo's expectations? 
b) How did the repair shop's service make Lutalo feel? 
c) What impact did the repair shop's service have on Lutalo's willingness to return or recommend the shop? 

 
 

i. If the learner chooses a) 

There is no indication that the repair shop's service fell short of Lutalo's expectations based on the scenario 

provided. However, if there were specific areas where Lutalo felt dissatisfied or disappointed, these could 

include factors such as responsiveness, empathy, or tangibles (e.g. the physical appearance of the repair shop, 

the cleanliness of the area around it, its look and feel). 

 

 

ii. If the learner chooses b) 

Based on the scenario provided, the repair shop's service seemed to make Lutalo feel valued and appreciated. 

The service advisor was friendly, knowledgeable, and attentive, the waiting area was clean and organized, and 

the repairs were completed satisfactorily. The advisor provided regular updates throughout the diagnostic 

process, which helped build trust and confidence in the repair shop's capabilities. 

 

 

iii. If the learner chooses c) 

Based on the information provided, it seems likely that the repair shop's service would positively impact 

Lutalo's willingness to return to the shop for future repairs and recommend it to others. The service advisor was 

friendly, knowledgeable, and attentive, the waiting area was clean and organized, and the repairs were 

completed satisfactorily. However, without additional context or details about Lutalo's specific experience or 

preferences, it is impossible to know for certain. Factors such as price, convenience, and location could also 

impact Lutalo's decision to return or recommend the shop. 

 

 
  



THE CUSTOMER JOURNEY (Module 1 Topic 3) 

 

SCENARIO 

Adebayo is a 35-year-old professional who needs a new mobile phone. Adebayo has been using an older model 
mobile phone that is no longer meeting his needs and is looking for a newer, more powerful model. Adebayo begins 
his journey by doing some research online. He searches for mobile phones that meet his needs, read blog posts, and 
look at reviews from other customers. He considers different brands, features, and prices before narrowing down their 
options. Adebayo visits the websites of several retailers that sell phones and compares their prices and customer 
service. He decides to purchase a phone from a retailer with good reviews and a competitive price. Adebayo has the 
phone delivered to his residence and is excited to start using it for work. He sets up the phone, transfers his files and 
data, and begin using it for work. Adebayo uses the phone, he encounters some issues with the performance and 
reaches out to the retailer's customer service department for assistance. The customer service representative is 
helpful and provides Adebayo with instructions on how to troubleshoot the issues. Adebayo is satisfied with the 
customer service and continues to use the phone as necessary. Over time, Adebayo becomes a loyal customer of the 
retailer and recommends their products and services to his colleagues and friends. The retailer continues to provide 
excellent customer service and offers promotions and discounts to Adebayo, which further solidifies his loyalty. 
Adebayo continues to purchase phones and other products from the retailer, and the retailer gains a valuable 
customer for their business. 

 

  



BRANCHING SCENARIOS 

 

QUESTION 2 

Why is it important for a company to understand the entire customer journey? 

1) To only focus on the most profitable stages of the customer journey. 
2) To provide a consistent experience for customers regardless of which stage of the journey they are in. 
3) To track customer behavior and collect personal information for marketing purposes. 

If the learner chooses option 1: 

a. What are the potential consequences of only focusing on the most profitable stages of the customer 
journey? 

b. How could a company identify which stages of the customer journey are the most profitable? 

c. How could a company change its approach to focus on the entire customer journey instead of only the most 
profitable stages? 

i. If the learner chooses option a 

The potential consequences of only focusing on the most profitable stages of the customer journey 

include missing opportunities to identify and address issues that customers may be facing in other stages 

of the journey. This can lead to decreased customer satisfaction, decreased customer loyalty, and a 

negative impact on the company's reputation. In addition, it can make it more difficult for the company to 

innovate and improve their products and services to meet the changing needs of their customers. 

 

ii. If the learner chooses option b 

A company could identify which stages of the customer journey are the most profitable by analyzing data 

on customer behavior and spending patterns. This could include tracking customer interactions with the 

company at each stage of the journey, such as website visits, purchases, and customer service 

interactions. The company could then use this data to identify patterns and trends in customer behavior, 

and use that information to focus their efforts on the stages of the journey that are most profitable. 

 

iii. If the learner chooses option c 

To change its approach to focus on the entire customer journey, a company could start by mapping out 

the different stages of the journey and identifying the key touchpoints where customers interact with the 

company. The company could then prioritize improving the customer experience at each touchpoint, 

regardless of whether it is the most profitable stage of the journey or not. This could involve training 

employees to provide better customer service, improving the company's website and online presence, or 

streamlining the purchasing process to make it easier for customers. The company could also seek 

feedback from customers at each stage of the journey, to identify areas for improvement and to better 

understand their needs and expectations. By taking a more holistic approach to the customer journey, the 

company can improve customer satisfaction, loyalty, and advocacy, which can lead to long-term growth 

and success. 

 

 

  



Why is it important for a company to understand the entire customer journey? 

1) To only focus on the most profitable stages of the customer journey. 
2) To provide a consistent experience for customers regardless of which stage of the journey they are in. 
3) To track customer behaviour and collect personal information for marketing purposes. 

If the learner chooses option 2: 

a) What are the benefits of providing a consistent experience for customers regardless of which stage of the 
journey they are in? 

b) How could a company ensure a consistent experience for customers throughout the customer journey? 
c) What are the risks of not providing a consistent experience for customers? 

i. If the learner chooses option a) 

Providing a consistent experience for customers throughout the customer journey has several benefits, including 

increased customer satisfaction, increased customer loyalty, and a positive impact on the company's reputation. 

By providing a consistent experience, customers feel that they can trust the company and that their needs are 

being met, regardless of which stage of the journey they are in. This can lead to increased loyalty and advocacy, 

as customers are more likely to recommend the company to others and to make repeat purchases in the future. 

 

ii. If the learner chooses option b) 

To ensure a consistent experience for customers throughout the customer journey, a company could start by 

mapping out the different stages of the journey and identifying the key touchpoints where customers interact 

with the company. The company could then develop guidelines and best practices for how to interact with 

customers at each touchpoint, to ensure that customers are receiving a consistent and high-quality experience. 

This could involve training employees on how to provide excellent customer service, developing clear and 

concise communication strategies, and streamlining the purchasing process to make it more efficient and user-

friendly. 

 

iii. If the learner chooses option c) 

The risks of not providing a consistent experience for customers include decreased customer satisfaction, 

decreased customer loyalty, and a negative impact on the company's reputation. If customers feel that they are 

receiving a different or inferior experience at different stages of the journey, they may become frustrated or 

disenchanted with the company, which can lead to decreased loyalty and advocacy. This can also make it more 

difficult for the company to retain customers and to attract new customers in the future. In addition, a negative 

experience at any stage of the journey can lead to negative word-of-mouth reviews and a negative impact on the 

company's reputation.  



Why is it important for a company to understand the entire customer journey? 

1) To only focus on the most profitable stages of the customer journey. 
2) To provide a consistent experience for customers regardless of which stage of the journey they are in. 
3) To track customer behaviour and collect personal information for marketing purposes. 

If the learner chooses option 3: 

a) What are the risks of collecting personal information for marketing purposes? 
b) How could a company balance the benefits of collecting personal information with the risks? 
c) What are some best practices for collecting and using personal information in a responsible manner? 

 

i. If the learner chooses option a) 

The risks of collecting personal information for marketing purposes include potential breaches of privacy and 

security, which could lead to theft of personal data and identity theft. Additionally, some customers may feel 

that their privacy is being invaded, which could lead to decreased trust in the company and decreased loyalty. In 

some cases, collecting and using personal information for marketing purposes may also violate data protection 

and privacy laws, which can lead to legal and financial penalties. 

 

ii. If the learner chooses option b) 

A company can balance the benefits of collecting personal information with the risks by being transparent about 

their data collection and usage policies, and by giving customers the option to opt-out of certain types of data 

collection or marketing. Companies can also implement strict security protocols to protect customer data, and 

only collect the minimum amount of data necessary for marketing purposes. Finally, companies can be proactive 

about addressing any customer concerns or complaints about data collection and usage, to maintain customer 

trust and loyalty. 

 

iii. If the learner chooses option c) 

Some best practices for collecting and using personal information in a responsible manner include the following: 

▪ Being transparent about data collection and usage policies, and providing customers with clear and concise 

information about how their data is being used 

▪ Giving customers the option to opt-out of certain types of data collection or marketing 

▪ Implementing strict security protocols to protect customer data from breaches or theft 

▪ Only collecting the minimum amount of data necessary for marketing purposes 

▪ Following data protection and privacy laws and regulations 

▪ Being proactive about addressing any customer concerns or complaints about data collection and usage, and 

taking steps to ensure that customer data is used in a responsible and ethical manner. 

  



QUESTION 3 

What are the benefits of mapping the customer journey? 

1) Identifying gaps and opportunities in the customer journey that can be improved on. 
2) Collecting personal information about customers for marketing purposes. 
3) Focusing only on the most profitable stages of the customer journey. 

If the learner chooses option 1): 

a) What is the importance of identifying gaps and opportunities in the customer journey? 
b) How could a company identify gaps and opportunities in the customer journey? 
c) What are some common gaps and opportunities that companies can find when mapping the customer 

journey? 
i. If the learner chooses option a) 

Identifying gaps and opportunities in the customer journey is important because it can help companies 

improve the customer experience, increase customer satisfaction and loyalty, and drive business growth. By 

identifying gaps in the customer journey, companies can identify areas where customer needs are not being 

met and take steps to address those needs. Similarly, identifying opportunities in the customer journey can 

help companies capitalize on areas where customers are already engaged and create new opportunities for 

growth and innovation. 

 

ii. If the learner chooses option b) 

A company could identify gaps and opportunities in the customer journey by conducting customer research, 

such as surveys, interviews, or focus groups, to better understand the customer's needs, preferences, and 

pain points. The company could also analyze customer data, such as purchase history, website interactions, 

and customer service interactions, to identify patterns and trends in customer behavior. Additionally, the 

company could map out the customer journey and analyze each touchpoint to identify areas where 

customer needs are not being met, where there are inefficiencies or roadblocks, or where there are 

opportunities for improvement or innovation. 

 

iii. If the learner chooses option c) 

Some common gaps and opportunities that companies can find when mapping the customer journey include 

the following: 

▪ Lack of information or clarity at key touchpoints in the customer journey 

▪ Difficulty navigating the company's website or other online platforms 

▪ Poor customer service or communication during the acquisition, customization, or use stages of the 

journey 

▪ Lack of personalization or customization options for products or services 

▪ Opportunities to upsell or cross-sell products or services to customers 

▪ Opportunities to improve the customer experience through new products, features, or services 

▪ Opportunities to improve operational efficiency and reduce costs by streamlining the customer 

journey. 

 

  



What are the benefits of mapping the customer journey? 

1) Identifying gaps and opportunities in the customer journey that can be improved on. 
2) Collecting personal information about customers for marketing purposes. 
3) Focusing only on the most profitable stages of the customer journey. 

If the learner chooses option 2): 

a) What are the risks of collecting personal information about customers for marketing purposes? 
b) How could a company collect personal information about customers in a responsible manner? 
c) How could a company use personal information to improve the customer journey? 

 

i. If the learner chooses option a) 

The risks of collecting personal information about customers for marketing purposes include potential 

breaches of privacy and security, which could lead to theft of personal data and identity theft. 

Additionally, some customers may feel that their privacy is being invaded, which could lead to decreased 

trust in the company and decreased loyalty. In some cases, collecting and using personal information for 

marketing purposes may also violate data protection and privacy laws, which can lead to legal and 

financial penalties. 

 

ii. If the learner chooses option b) 

A company can collect personal information about customers in a responsible manner by being 

transparent about their data collection and usage policies, and by giving customers the option to opt-out 

of certain types of data collection or marketing. Companies can also implement strict security protocols 

to protect customer data, and only collect the minimum amount of data necessary for marketing purposes. 

Finally, companies can be proactive about addressing any customer concerns or complaints about data 

collection and usage, to maintain customer trust and loyalty. 

 

iii. If the learner chooses option c) 

A company could use personal information to improve the customer journey by providing personalized 

recommendations and offers based on the customer's needs and preferences. For example, a company could 

use customer data to recommend products or services that are relevant to the customer's past purchases or 

browsing history. Additionally, a company could use personal information to streamline the purchasing 

process or to provide customized support or customer service. By using personal information in a 

responsible and ethical manner, a company can improve the customer journey and increase customer 

satisfaction and loyalty.  



What are the benefits of mapping the customer journey? 

1) Identifying gaps and opportunities in the customer journey that can be improved on. 
2) Collecting personal information about customers for marketing purposes. 
3) Focusing only on the most profitable stages of the customer journey. 

If the learner chooses option 3): 

a) What are the potential consequences of a company focusing only on the most profitable stages of the 
customer journey? 

b) How could a company identify which stages of the customer journey are the most profitable? 
c) What are some best practices for prioritizing and improving the less profitable stages of the customer 

journey? 

 

i. If the learner chooses option a) 

The potential consequences of a company focusing only on the most profitable stages of the 

customer journey include neglecting customer needs and preferences in other stages, leading to 

decreased customer satisfaction and loyalty. Additionally, this can result in missed opportunities 

for growth and innovation in the less profitable stages of the journey. Focusing solely on profit 

can also lead to a short-sighted approach, neglecting the long-term benefits of building strong 

customer relationships and providing an overall positive experience. 

 

ii. If the learner chooses option b) 

A company could identify which stages of the customer journey are the most profitable by 

analysing customer data and metrics, such as sales volume, customer lifetime value, and customer 

retention rates at each stage of the journey. The company could also conduct customer research to 

better understand which stages of the journey are most important to customers and which ones 

have the greatest impact on their overall experience. 

 

iii. If the learner chooses option c) 

Some best practices for prioritizing and improving the less profitable stages of the customer journey 

include the following: 

▪ Conducting customer research to better understand the needs and preferences of customers at each 

stage of the journey 

▪ Identifying specific pain points or inefficiencies in the less profitable stages and developing targeted 

solutions to address them 

▪ Providing incentives or rewards to encourage customers to engage with the less profitable stages, 

such as offering discounts or other promotions 

▪ Investing in employee training and development to ensure that customer service and support is 

consistent and high-quality across all stages of the journey 

▪ Regularly monitoring and measuring customer satisfaction and loyalty across all stages of the 

journey to identify areas for improvement and track progress over time. 

 

 

 
 
 
 

 

 

 

 

 


