What is Customer Experience &
How to Build a Customer Experience
Management Strategy
How to Win at
Customer Experience
Customer centric organizations
are diving deep into creating winning
customer experience strategies.

What is Customer Experience?
Customer Experience is deﬁned as the overall experience customers have with your
business, based on their interactions and perceptions about it. It is a combination ofa
customer’s psychological, emotional, and physicalencounter with your business.
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Beneﬁts #1

Increased customer loyalty
and retention
Companies that provide extra value in the
form of customer experience are rewarded
with long-term loyalty.

Beneﬁts #2

Higher customer lifetime value

Four Beneﬁts
of Customer
Experience

Good customer experience is the gateway
to long-term customer relationships. And
long-term relationships deliver great returns
for brands in the form of recurring purchases
or repeat customers.
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Beneﬁts #3

Better brand equity
Positive customer experience creates a
favorable impression, which makes customer
acquisition easy for brands through solid
word of mouth recommendations.

Customer
Experience
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Beneﬁts #4

Reduced service and marketing
costs
A CX-centric approach leads to less guesswork about what customers want, which can
add up to potential savings in marketing
costs.
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How to improve Customer Experience
Customers are happy when brands understand their exact needs and fulﬁll them.
This goal of a happy customer is usually achieved when:

Prioritize customer
satisfaction

Implement artiﬁcial intelligence
and machine learning

Select the right medium
for communication
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What is a Great Customer
Experience?
A great customer experience results in
delighting your customer throughout their
journey across multiple touchpoints. It
keeps customers coming back for more and
letting people know about their experience.

Five Elements of
Great Customer
Experience

According to research, customers who
had excellent past experiences spend
140% more as compared to those who
had a poor experience.

Omnichannel

Personalization

Empathy
Technology

“

Quality

“Customers who had excellent past experiences spend 140%
more as compared to those who had a poor experience.”

What Is Customer Experience Strategy?
Most businesses fail when they do not create the right customer experience
strategy or completely ignore customer experience. Here’s how you can create your
customer experience strategy

1. Create Personas
• Create a proﬁle of every customer to understand their needs and
requirements.
• Create buyer personas to target every customer with content which
has a psychological element.

2. Avoid bad website and app design
• Ensure that your customers have a seamless experience by removing
unnecessary advertisements or links.
• Ensure they reach their goal instantly whether it is seeking information
or services or making a purchase.

3. Feedback is important
• Use a traditional feedback form for customers to connect with your
brand.
• Do a real-time feedback survey, as well as post interactions. For more
details, you can follow up with customers over the phone.

4. Efﬁcient resolution systems
• Use live chat platforms to tend to the queries while browsing
your website.
• Video-based assistance also makes customers feel well assisted on
a personal level.

5. Use the right tools and technology
• The latest tools and technology can engage customers across all
channels by bringing them in one place.
• Predictive analysis helps in enhancing customer interaction and helps
customers during their customer journey.

6. Regularly optimize customer experience strategy
• Focus on minute details and analyze it to make the customer
experience better.
• Know and understand your target audience.

Customer Experience Framework

1. Make customer
the primary focus

2. Understand
the customer

3. Complete
approach

4. Agile

Customer Experience Examples
1. Zappos

3. Tommee Tippee

The customer service team displayed
empathy by paying for the return shipping
and arranging the courier service to pick up
the shoes free of cost. They also sent a
bouquet of ﬂowers with a note offering
their condolences.

The tweet went viral and there were
thousands of retweets, shout outs and likes.
Tommee Tippee announced the creation of
500 cups, especially for him. Social media is
not always about promoting, but also
listening and helping customers.

2. Starbucks

4. Casper

Starbucks asks customers to rank the speed
of the service, quality, and amiability of the
baristas. They also use text messages to
gather feedback from their customers right
after their visit.

Customers simply text ‘Insomnobot3000’
from the cell phones and talk about what’s on
their minds and it will have real conversations.
Casper collected these mobile numbers and
sent them promotional offers and discounts on
their mattresses.
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Zappos

Five Examples
of good customer
experience

Starbucks

5. TD Bank
TD bank sent their North American customer’s
personalized messages thanking them and
sending them touching gifts. One lady
diagnosed with cancer received a special
vacation getaway with her family.

Tommee Tippee

Casper

TD Bank

What is Customer Experience Management?
Customer Experience Management is deﬁned as the management of interactions with
customers through digital and physical touchpoints to deliver personalized experiences that
increase revenue and drive brand loyalty. This strategy is used to collect and analyze feedback
from customers to give them a better experience.
A good CEM software is used to take customer surveys and helps to track, understand,
measure, manage, organize, personalize and enhance the customer experience. These insights
are then shared across the organization on-time and relevant to the various departments.
These departments ensure that they deliver the best customer experience, all based on the
feedback. They regularly need to evaluate their customer experience to enhance it.

“

“Personalization at scale can drive between 5 and 15% revenue
growth for companies in the retail, travel, entertainment, telecom, and
ﬁnancial-services sectors. (McKinsey, 2017)”

How to Win at Customer Experience
Customer centric organizations are diving deep into creating
winning customer experience strategies.
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