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o Customer Journey Mapping :

Step-by-Step

- Customer & Market Focus overview

- Digital Customer Life Cycle & Traditional Customer
Life Cycle

-Customer Life Cycle Engagement

-Customer Journey Mapping

- M3 Customer Journey Mapping Iuagu%a@ﬂﬁ’l

-fimum Customer Touch Point
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Decoding Singapore Winners Site Visit Experience Sharing
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57978 Singapore Quality Awards Lazi15197U BE Winners Sharing
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and Empower People

Topic

o How Winners drive Business Excellence Framework

o Sharing Best Practice of Singapore Winners Site Visit
- Special Visit: Immigration & Checkpoints Authority of Singapore (2015 with Special Commendation Winner)
- Singapore Civil Defense Force (2016 SQA Winner)
- DBS Bank (2016 SQA Winner)

o Lesson Learnt and Implementation

- Lesson Learnt from SQA Winner
- Implementation Best Practice from SQA Winner
o Decoding from GURU

- Engage, Empower and Energies Employees
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