Keys for CX Success
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Understand your
customer



Diagnose Strengths, Weaknesses and
Opportunities by AUDIENCE SEGMENT
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How
FREQUENTLY
are they
Interacting
with your
organization




Understand your
customers



BUILDING PERSONAS

Lee is a server at a restaurant. He considers himself a trendy guy and is looking for
something that will look great while he’s working and when he’s out with friends.
He's interested in the Apple Watch collection and has narrowed down his choices to

these favorites:

*Apple Watch 42mm Stainless Steel Case with Milanese Loop

*Apple Watch 42mm Stainless Steel Case with Stainless Steel Link Bracelet
*Apple Watch 42mm Space Black Stainless Steel Case with Space Black Stainless
Steel Link Bracelet

;;;;;;;
5555555555555 (0

What's your opinion on what will enhance his personal style?






Find out
WHAT your
customers
want and
HOW they

want It




LISTEN to Customers in
FVE RY" AN NEL




on
complaints and requests




Proyide EXPANDED DIALOGUE
opportunities for your
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You can't MANAGE
what you don't

MEASURE







ERFORMANCE
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Y Measure IN-CHANNEL
the CUSTOMER
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Establish
BASELINES. an

BENCHMARK







Employee

Engagement
defined: The EMOTTONAG
COMMITMENT onefasye
their ’za't]on Md

its goals.




Customers will never
love the company

until the employees
love It first

-Simon Sinek




Get input from
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Increased
5, EMPLOYEE
oy ' ENGAGEMENT
P D drives OX, which
impacts DESIRED
OUTCOMES
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Set perfqrma nce C'
standards by . ;
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POINT




PUBLISH STANDARDS to
staff, partners and :;

customers
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ldentify the primary
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Host EDUCATION SESSIONS for working tes

and stakeholders...be inclusive
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Assemble your TEAM and E;tablish
CONTINUOUS COLLABORATION



Champion
CUSTOMER INSIGHTS
to Action
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opportunitiés”
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Use the right
PRESENTATION
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Help Your Data STAND OUT
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...and Prevent 1HIS
from Happenmg



Survey Feedback

* 50% of new visitors didn't find what
they were looking for.

o SAT: 45
* SAT: Down 2 points overall









They will get this:

“New customer acquisition was down X%
during the period due to visitors not being
able to find what they were looking for.



focus on results



Thank You

Learn more at:

www.DavelLewan.com




