
Delivering 
Excellence in  
a Digital World:
Programme

A close-up examination of the online customer experience 
Rapid advances in technology mean that for retail banks, the world has changed forever.  
Branch offices are closing down, and banking is done at home, at work or even in the palm  
of a customer’s hand. 

This may be convenient and cost-effective, but it creates significant challenges for the banks.  
Creating intuitive, easy-to-use online processes for customers is fundamental to usage, loyalty,  
cross selling and therefore revenue growth. Adapting to the digital world requires a completely  
new approach to creating processes, and a sea-change in approach to the customer experience.

A Unique Insight into the Customer Journey

Delivering Excellence in a Digital World is a one-day programme enabling you to walk in the  
digital footsteps of your customers. You will see what helps move a purchase decision forward,  
and what creates barriers to sale. You will understand what makes some websites successful, and 
what causes others to fail. Then you will apply these lessons to your own processes, making sure  
that obstacles don’t exist that are driving your customers elsewhere.

During the day we will visit a range of websites, experiencing them just as customers do every  
day of the week, seeing examples of good and bad practice. The programme will enable you  
to evaluate your own customer digital experience delivery. It will equip you with diagnostic tools to 
decode website effectiveness, and give you insight and practical knowledge which can be applied 
when you return to work. You can expect to see performance uplifts and increased customer 
experience scores as a result.

Programme cost: £499 per person  

For a full list of programme dates, visit  

www.customerbuyology.com 



The day is led  
by Mark Sinclair 
a renowned guru in 
delivering excellence in 
customer journeys

and John Berry 
an international banking 
expert across all  
distribution channels.

Typical Agenda

For a full list of programme dates, visit  

www.customerbuyology.com 

9.30 – 10.00 Introductions:  
Roles, respective challenges and objectives for day 

10.00 – 10.20 The Digital World

10.20 – 10.40 Diagnostic Tool to decode website effectiveness 

10.40 – 11.00 Break

11.00 – 13.00 Retail Workshop 
Site evaluations 
Plotting & Critiquing – Sites & Tool

13.00 – 14.00 Lunch

14.00 – 16.00 Banking Workshop 
Discussion – Key parameters for Banking 
Site evaluations 
Plotting & Critiquing – Sites & Tool

16.00 – 17.00 Shared Conclusions & Feedback and Actions


