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https://www.cxpa.org/home

. Define Customer Experience | Ready to innovate

81%



Customer Experience (CX)

is the perception that customers
have, feel and remember of their

interactions with your organization

over the entire duration of the relationship.

Customer Centricity

Putting Customer Focus at the heart of everything you do
In order to achieve

Customer satisfaction and loyalty
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The rise of a new discipline

CXPA: professional association created in 2011
CCXP: first certifications: 2014
CXO: Customer Experience Officer
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| CX Concepts

Great customer experiences don’t happen by accident

Governance Understand

Measurement




Maturity Path of Customer Experience innovate

Differentiated

Make Revenue

Exceed Expectations Experiences

Intentional Think and act “customer”

Ex erience . Easy to do business with
P \ e Brand Promise delivered

. Fixes customers’mistakes

Save Money

*  Share Vision
N\« Think “customer”
*  Fixes own problems
* Measurement Program
* Cross-functional governance

Random
Experiences

Minimum Expectations
EEEEEEEEEEEEEER

*  Product Focus
* Little / no measurement
* Unintended consequences
\ * Disengaged Employees Carry Cost




Customer Journey Map

| was browsing through the web

when | noticed a small colorful add
that attracted my attention. | could
sea the name of the brand but the

| was browsing through the web
wien | bumped through an Add of
Master Cook pots in a warety of
colors. | clicked on the Add out of

Accessed the website of Master
Cook in order to buy a set of pans
in different sizes. | searched for the
pans in the search box and got all

Bought a pan on the website. Once
| paid for it | could choose the
preferences for the delivery in an
easy manner that sufts my

| called the senice center using the
number | fiound on the box | kept
from the original package of the
product. | stayed an the line for

The add is colorful and attractive.
You can see the name of the brand
straightaway

The videos are adding life to the
products. They are definitively
encouraging to buy You can buy the
product directly from the landing

The website is always awailable so
you can take your time browsing the
catalogue at any time and perfom
the purchase when it suits you

The ariety of timetable selection.
Rapidity of the delivery

Rapid answer to the phone,
knowledgeable senice agent

The Add is too small so it is hard to
see the prduct in question

The Add is too small and the
landing page provides little
information. If you want to know the
specifications of the product you

The search mechanism doesn't
wairk wery well The site is not nicaly
designed The purchase process is
long and requires too much

MNone

Four Target

Parsona >

Wi should invest mare time on
connecting with celebrities that
are interested in cooking. This will
help us get to a langer audience

We should provide maore means

fior gathering information ahout cur
products so that we will be able to
articulate the message in the way

The purchase from the website
can be optimized. It would be
good if we can catch potential
customers when they are mosing

We should work on increasing the
size of our delivery network so we
can proposa to our customer a
wider variety of delivery drop-ofis.

There are too many calls that
require an escalation. We need to
ampowsr the sendce agents to
take decisions and provide a

-

Global

CEMantica



. Voice of the Customer innovate

Surveys
LIMITATIONS

* (CSAT: Satisfaction Surveys

DDDDDDDD

Are you in touch with your end customers ?

* NPS

\ Response rates decline globally
* CES: Customer Effort




. NPS limitations




. Qualitative Researches

Conducting ethnographic research

fr;éﬂ)\kv ST

Diary studies

VOE: Voice of the employees

N e 8-p
A %
0 | @

Employees feedback

Mining unsolicited customer feedback

y
-~ -
N
NEGATIVE NEUTRAL POSITIVE
tally dissatisfied with the Good Job but | will expect a Brilliant effort guys! Loved
lot more in future. Your Work.

ssssssssssssssssssss
eeeeeeee

Sentiment analysis



D
prodware’

Your Ecosystem

Don’t fail to meet the whole picture




POWER OF | EMOTION

. Howazit

NORTHERN

your family and colleagues?

(0 i least Medy and 10 s most kkely)

NORTHERN NORTHERN

Pretty Happy

ORIGINAL STREET CLOTHING

NORTHERN

Hi , thank you for your time.

How likely are you going to recommend Jetstar lo
your family and colleagues?

(01 st My and 10 i most Waly) That's good to hear. In which of the
following areas do you believe we can
Hi, . Were you happy with your shopping improve?

t Demo Brand?
s b Thank you for your feedback

Products, Check out We will contact you soon

Pretty Happy

That's good to hear. In which of the following

Please rank the following in the
areas do you believe we can improve?

Products section

Products, Check out m
Products Staff
006

© 06

In the meantime follow
us on Instagram.

@

ﬂ m

UO G
ORIGINAL STREET CLOTHING

ORTHERN - IR ~
J Size Store
* *
\ - 6 7 9 10
Check out Return Policy
0 o { i
Style @ @ @ wered by Howazit

~
w
S
o
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i Integrated with Dynamics 365

ier 2 Dashboard - Microsoft Dy X M Login X B Index ~ + - o X

<« X & httpsy//prodware-cs-ip-dev.crmd.dynamics.com/ma X i iff 0-e9 1404 (pagetyps sh ¥ cd 140-4 3 w .

= T Show Global Filter  New v Set As Default |,‘_) Refresh Al
@ Home .
. N >

- o Tier 2 Dashboard ~ s Qs 010N T IYONANS.
() Recent Vv

2 Pinned V/

Aotion Casas Cases By Priority Cases By Product ther Queues and View
My Work
5 W Modified On 3z

. (blank) (5)
I # My dashboards

P Activities Norma

5
Howazit Roy Test <
Howazit @ My Active Cases |My Resolved Ca..
. Dashboards
Normal
Customers X ‘ Case Mix by Incident Type

A Accounts @ CountAll (Case)

Incident with the service
}J\ Contacts

R Social Profiles ’ 1 7 O
~x
§ % My Activities | My Phone Calls

Service Noema
) Unfiltered Unfiltered

» . (blar
¢« Cases v Q example with email Sublect
| —

B Ci5dc15.1.0.0.0.2i Show all X







Organisation Layers

The Organisational ‘Layers’ of Customer Experience

Layer 1 Start Here !
Customer
Journeys

Layer2
Business
Processes

Layer
Technology

Connect at the end




