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Introducing Fuse IT (Future competences pathways for marketing and ICT education) project addresses the education and labor
market requirements for professional skills and knowledge for students and graduates in university (including life-long learning

activities).

The project will analyze, design, develop and implement an up-to-date curriculum, e-learning materials, blended learning
environment, ICT knowledge and skills self-evaluation and certification system simulations

There are 2 level of beneficiaries which will be impacted by the project. The primary target group includes:
1. Students at university;
2. Educators, university staff, adult education centers etc
3. Business sector (employer and employee)
The project partners were selected according to their experience in marketing and ICT.
Fuse IT project coordinater is Vilnius university (Lithuania) and 4 partners:
Information Systems Management Institute, ISMA university (Latvia)
University Politehnica of Bucharest (Romania)

Public institution "Information Technologies Institute” (Lithuania)
Instituto Politecnico de Tomar (Portugal)
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-Module Aim: to present ideas and principles of costumers satisfaction phenomena, its evaluation process

-Learning Outcomes:

-- provide a theoretical background on the concepts and methods of customer experience;

-- provide theoretical and practical solutions to challenges of customer

experience management;

Lecture Qutline

-- Introduction: 4 Experience C; Touchpoints; Building the customer journey.

-- Measurement: Net promoter score; Key driver analysis; Apostle model; Employee satisfaction.

-- Improvement: Customer relevancy model; peak-end rule; Variable reinforcement; Flow; Website, email, social media

-- Internal sales: internal sales and education.
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Customer Satisfaction=

Select one

O a Benefits+ Excitement
O b Experience — Expectation
O c. Experience — Expectation

O d. Benefits + Savings

Customer Experience Measurement is:

Select one

O a. the practice of measuring company profit at all touchpoints along the customer journey
O b. the practice of measuring customer experience at all touchpoints along the customer journey
O ¢ the practice of measuring customer value at all touchpoints along the customer journey

O d. the practice of measuring customer satisfaction at all touchpoints along the customer journey

Touchpoint is:

Select one

O a. interaction between 2 entities which happens anytime any place by any means for a purpose

I pathways f

O b. interaction between 2 or more entities which happens anytime in the market by any means for a purpose

O c. interaction between 2 or more entities which happens anytime any place by for business

O d. interaction between 2 or more entities which happens anytime any place by any means for a purpose
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