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EX Design, Delivery
and Diagnosis

Date

(TBC) March 2024
Start 9.00am - 4.30pm

Location

Swinburne University of Technology
Australian Graduate School of Entrepreneurship Building Corner
Wakefield and William Street Hawthorn VIC

Cost

The Experience Excellence suite consists of 3 x programs.
e 1 program - AUD$895 plus GST (per person)
e 2programs - AUD$1,700 plus GST (per person)
o All 3 programs - AUD$2,450 plus GST (per person)

Overview

While Employee Experience (EX) may have historically taken a
backseat to other business objectives, it has gained traction as a
crucial element for organisational success. With economic
challenges, technological advancements, and shifting workforce
expectations — especially in today's complex operating landscape
— the spotlight on EX has never been brighter. Mirroring the
elevated status of Customer Experience (CX), EX has quickly
emerged as a strategic priority.

Many business leaders, although well-versed in the significance of
CX, often overlook the interconnected dimensions of EX. It's more
than just an annual feedback survey or team-building exercises; EX
is a sophisticated blend of art and science that permeates every
aspect of an organisation. Depending on a company's maturity in EX
initiatives, an emphasis on EX may call for transformative shifts in
internal communications, culture, and operational practices.

The outcomes of a strong EX strategy are clear and compelling.
Companies that excel in this area often report increased employee
engagement, reduced turnover, and subtly, characteristics that
contribute to enhanced customer interactions. Much like CX,
effective EX involves a coordinated effort that spans a range of
employee touchpoints—from recruitment and onboarding to
professional development and wellbeing.

This new program, part of a comprehensive three-part series, is
offered by the Customer Experience & Insight (CXI) Research

Group and Australian Graduate School of Entrepreneurship in the
School of Business, Law and Entrepreneurship at Swinburne
University. It provides attendees with the necessary tools, strategies,
and insights to excel in EX. Designed to be either a stand-alone
learning experience or as part of the broader series that also covers
CX and the symbiotic relationship between CX and EX, this program
aims to enrich workplace culture and become a foundational
element for achieving wider business success.

Program Topics

EX Design, Delivery, and Diagnosis offers a comprehensive and

strategic framework for establishing an employee-centric culture

that can set your organisation apart. The program will delve into

various areas including:

e EXfundamentals: Core priorities and principles

e Employee Personas and segments

e EXjourney mapping and analysis

e EXmeasurement and improvement

e Best practice case studies and next practice trends

e Practical applications and insights on how enhancing EX can not
only boost employee engagement but also deliver tangible
business benefits

Who Should Attend?

e Mid-level managers and executives across various sectors
including healthcare, technology, and the service industry where
employee well-being directly impacts client satisfaction

e Human Resources, Internal Communications, and Workplace
Culture leaders

e Managers and personnel tasked with driving EX initiatives

e Team leads responsible for day-to-day operations and staff
interactions

e Small business owners eager to strengthen their understanding
of EX and its indirect effects on customer relationships

Dynamic Learning Environment

Geared towards mid-level managers and experts in the field, this
program aims to cultivate a deep, actionable understanding EX
through its design, implementation, and evaluation stages. Utilising
an array of teaching methods—interactive dialogues, experiential
activities, and real-world case studies—participants will find
themselves in a dynamic educational environment. A diverse mix of
attendees enhances this setting, encouraging the sharing of insights
and firsthand experiences, as well as the exploration and application
of proven frameworks and up-and-coming trends in EX.

Enquiries & Registrations

For more information about the program and developing new ideas,
skills, and strategies to thrive in a new world of business and
employee centricity contact:

Kristy Horne
khorne@swinburne.edu.au
+61 392145961



Program Facilitator

About David Ginsberg

David is a highly credentialed and well-regarded business and retail expert and
has a diverse background comprising of over 30 years in senior management
and advisory roles for multinational organisations.

With a formidable customer centric focus, David has led organisational and
experiential change at 7-Eleven Hong Kong & Australia, Shell Asia Pacific & The
Middle East, Dairy Farm International Hong Kong, Macro Wholefoods, Franklin's
Supermarkets, BP Australia, The Warehouse New Zealand, Westfield, Metcash,
CSR, Dulux, Treasury Wine Estates, Swisse, Sanofi, Coles, Woolworths,
Australian Pharmaceutical Industries (Priceline), and United Fuel.

Possessing a strong communication, public speaking and educational
repertoire, David is an Adjunct Industry Fellow at Swinburne University of
Technology where he teaches industry-engaged courses to post-graduate and
executive students. David is also an Associate at Melbourne Business School, a
lecturer at RMIT, and has worked at Monash Business School as a Program
Director at the Australian Centre for Retail Studies.

Experience Excellence Program Suite

Be part of an unparalleled learning and skill development journey of experience excellence:
CX(Part 1), EX (Part 2) and the integration of CX and EX (Part 3). Undertake one specialist

program or all three, through which you will discover the benefits of designing, delivering, and

diagnosing CX and EX and how they work together to deliver exceptional experiences.

Sign up to equip yourself or members of your team with the skills and knowledge to make a

real impact and successfully compete on experience.

Part 1 Part 2

CX Design, EX Design, Delivery

Deliveryand

Diagnosis and Diagnosis

Part 3

Integrating
CXand EX

Program Schedule
Pre-reading
e EXCase Study
Morning Session
EX Design:
e EXFundamentals
e Employee Personas
e EXJourneys
Working Lunch
EX Delivery:
e EXJourney Mapping
e Opportunities for EX Improvement
Afternoon Session
EX Diagnosis:
e EXMeasurement and Continuous

Improvement
e EXBest Practice and Future Trends

The Sweet Spot:



CXl Research Group

swinburne.edu.au/cxigroup

Swinburne Business School
Swinburne University of Technology
PO Box 218, Hawthorn VIC 3122
Australia

CRICOS Provider Code: 00111D

Training Organisation Identifier: 3059

The information contained in this brochure was correct at the time of publication, March 2023.
CXI Research Group reserves the right to alter or amend the material contained in this guide.

Course information may change, for the most up-to-date information please contact the CXI team.
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