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POST GRADUATE PROGRAMME IN MANAGEMENT 

Academic Year 2018-2019 | Term VI 

CUSTOMER EXPERIENCE PLANNING AND EXECUTION 

 

Credits: One         

Course instructor: Professor Sudhir Kale 

Email: skale@bond.edu.au | Phone: +61 406 705984 

 Consultation hours: <<Enter office hours/student contact hours policy here>> 

 

Course Introduction: 

Gartner Group estimates that around 90% of all businesses compete primarily on the basis of 
customer experience (CX). Indeed, at a time when customers are empowered more than ever 
before, and reverse engineering of products is the simplest that it has ever been, CX is the only 
sustainable source of competitive advantage for most businesses. Forrester Research (2018) 
estimates that compared to their peers, experience driven businesses have 1.7 times higher 
customer retention rates, 1.6 times more customer lifetime value, 1.5 times more satisfied 
employees, and 1.4 times more revenue growth. Clearly, CX is good business, and managers 
who understand CX will have a clear edge in performance over those who don’t. 

Course Objectives: 

This course has five clear objectives: 

1. To inculcate among students the importance of CX as a performance-enhancing and 
sustainable business strategy. 

2. To provide students with a solid understanding of the CX construct. 
3. To explain the key factors that determine the quality of customer experience.  
4. Understand the role of digital and social media in CX. 
5. Learn how to map customer journeys to understand CX from the customer’s perspective. 
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Pedagogy:  

This course will be carried out in a lecture-discussion format. Students will be provided with a 
list of readings as course content. Short videos and case studies will be introduced throughout the 
course.  

Course material: 

There is no prescribed text for this subject. A list of readings will be uploaded on the Web for 
students to access closer to beginning of the course. 

Course prerequisites: 

None 

Evaluation scheme: 

 

Evaluation Component Type (Individual/Group) Weightage Remarks, if any 
Group project paper and 
presentation 

Group 40%  

Examination Individual 60%  
 
Attendance requirement: 

100% attendance is required for the course. A student not meeting the attendance requirement will 
not get credit for the course. Under specified exigent circumstances, the programme committee 
can waive off attendance up to 25%.  

Session-wise course outline: 

Session 
Number 

Topics covered Case (if any) Pre-class readings 

1 Course Introduction: What is CX 
and why CX matters. 

 TBA 

2 Role of Market Orientation in CX  TBA 
3 Employee Engagement and CX  TBA 
4 Servicescape, Social Media and 

Digital Media 
 TBA 

5 Service Blueprinting for CX  TBA 
6 Student Project Presentations and 

Review 
 None 

7 End-Term Exam.   
 
Additional references: 

Readings will be assigned close to course commencement date. 
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About the instructor: 

Sudhir H. Kalé, Ph.D., is Honorary Professor of Marketing at Bond University in Australia. He is 
also the Founder and CEO of GamePlan Consultants, a business that offers boutique high level 
consultancy and training to businesses all over the world. Till June 2015, Dr. Kalé was a full-
time advisor to Sands China Limited, the largest gaming company in the world. At Sands China, 
he was in-charge of creating an optimal customer experience for guests across six hotels, five 
casinos, US$3.6 billion in retail sales, and the second largest convention center in Asia. 
 
Professor Kalé is widely regarded as an expert in various aspects of marketing such as customer 
relationship management (CRM), customer loyalty, customer experience, market segmentation 
and positioning, and customer lifetime value (LTV). He has conducted over two hundred 
executive development seminars on a range of topics such as cross-cultural interactions, smart 
selling, applications of the MBTI in management, applying the Enneagram in organizations, and 
providing exemplary customer service. He also trains and consults for different industries on 
various aspects of organizational diagnosis and development, communication and leadership, 
corporate culture and culture change, relationship marketing and customer service.  
 
Professor Kalé has previously been on the business faculties at the University of Illinois at 
Urbana-Champaign, Arizona State University, National University of Singapore, University of 
South Carolina and University of Nevada, Reno. He has a Bachelor’s degree in Chemistry from 
University of Poona, a Masters in Management from University of Bombay, and an M.S. in 
International Business, and a Ph.D. in Marketing from the University of Illinois at Urbana-
Champaign. He has published over 150 papers in scholarly journals and conference proceedings. 
An eloquent, intriguing, and sometimes provocative speaker, Professor Kalé’s views on a wide 
range of issues have been quoted by media the world over. 
 


