Digital Customer Experience Enhancement Discussion

Role-Play Dialogue (Approximately 10 minutes)

Scenario: A business meeting between the Customer Experience and Digital
Marketing teams discussing ways to enhance the online experience for
customers.

Participants:
. Alex (Customer Experience Manager)
. Jordan (Digital Marketing Specialist)
. Lisa(Head of Strategy)

Alex: We’ve been receiving feedback that our online customer experience isn’t
as seamless as it should be. If we enhance the digital experience, then we
could boost customer loyalty.

Jordan: | agree. Customers today expect personalized interactions. We should
leverage Al-driven chat support and predictive analytics to anticipate their
needs.

Lisa: That’s a great point. Have we identified the key friction points in the user
journey?
Alex: Yes, we’ve analyzed customer reviews and identified that slow response

times and unclear navigation are major concerns.

Jordan: If we optimize website navigation and integrate a chatbot, then
customers will be able to find information faster, improving satisfaction.

Lisa: We should also consider enhancing mobile responsiveness. More than
60% of our users access the site from their phones.

Alex: If we improve mobile usability, then we could increase conversion rates.
Additionally, offering a seamless omnichannel experience will reinforce
customer trust.



Jordan: Absolutely. Implementing automated yet personalized email follow-
ups could also help re-engage visitors.

Lisa: Let’s create a phased implementation plan. If we execute these
enhancements effectively, then we’ll see a direct impact on retention and
revenue.

Alex: Agreed. I’'ll draft an action plan and schedule a follow-up meeting next
week.

Comprehension Questions and Sample Answers (Approximately 5
minutes)

1. What were the main customer complaints about the digital
experience?
Sample Answer: Customers reported slow response times and unclear
navigation as their primary concerns.

2. How does Jordan propose improving customer interactions?
Sample Answer: Jordan suggests using Al-driven chat support and
predictive analytics to anticipate customer needs.

3. Why is mobile responsiveness important for customer retention?
Sample Answer: More than 60% of users access the site via mobile
devices, so improving mobile usability can increase conversions and
retention.

4. What is the expected impact of implementing these digital
enhancements?
Sample Answer: Enhancements like chatbot integration, better
navigation, and automated follow-ups should boost customer loyalty and
revenue.

Teacher’s Lesson Points (Concise Version)



Pre-Class Preparation:

. Review key vocabulary (digital experience, customer loyalty,
enhancement, omnichannel, predictive analytics).

. Be prepared to explain modal verbs (e.g., should, could) and conditionals
(if-then structures).

Lesson Structure:
1. Introduction (2-3 minutes):

o Start with a short discussion: “What makes a great digital customer
experience?”

o Introduce lesson objectives: vocabulary, business discussion skills,
and conditionals.

2. Reading & Analysis (10 minutes):
o Have the student read the dialogue aloud.
o Emphasize pronunciation, intonation, and natural flow.
o Pause to highlight key grammar points and business terms.
3. Comprehension Check (5 minutes):
o Askthe comprehension questions.
o Provide immediate feedback and explanations.
4. Role-Play Practice (Remaining Time):
o Assignroles (e.g., student as Alex, teacher as Lisa).
o Encourage natural discussion, using conditionals and key terms.
o Provide feedback on fluency and accuracy.
5. Wrap-Up (2-3 minutes):

o Summarize key vocabulary and grammar points.



o Assign a homework task: Write a short proposal on how to improve a
company’s digital experience using modal verbs and conditionals.



