CONTENTS

Foreword 8
Creating a customer centric company culture 11
Customer experience — Why it MAatters ...t 12
What does a customer centric culture look like? ..... ]
A model for systematic customer centric practices.......vceecveeeeeeeeeeeenne 14
Commitment to customer centricity 17
Commitment at the heart of CX actiVities ... 18
Qualix rex, talis grex (As the king, so the PeopLle).......ccerveeeeeeeceereieiesesesesns 20
How leaders Walk the talK ... essenans 20
Spending time With CUSTOMENS.........oeeeecee e 20
ALLOCALING FTESOUITES ...ttt ettt ettt sannans 21
Including CX topics in leadership team meeting agendas..... 221
|dentifying a customer metric as a key performance indicator................. 22
Including CX goals in compensation plans ...
Recognizing successful CX actions.......cceeeeveennne.
COACHINE CX ot sss s
Bringing up CX topics in company communications
Defining CX JOD rOLES ...ttt
Starting a CX initiatiVe? ...
Tips and resources for CX professionals..........cccccoeeeuvieenaee.
What to do as a CX Manager .......cccceveeveeververrerersesesnnns
Check where you stand ...
Listening to customers
LISTENM o
Why should a company listen to CUSTOMErIS? ... 36
Whom should a company lSTEN tO?......eeeceecsce e 38
How should a company listen to CUSLOMEIS? ...t 39
Different approaches for listening to customers
What is the expected outcome?.......
What questions to ask?
When should a company listen to CUStOMEIS?........ceeceeeeeeeeee et 48
When — from the company VIEWPOINT ... 49
When — from the customer VIEWPOINt ... 52
Timing of gathering feedback............ 53
Tips and resources for CX professionals .55
What to do as a CX Manager............... 55

Check WhEre YOU StANG ...ttt anaees 57




Analyzing customer feedback 59

Analyze......eeeeeeeeeceee,

Data into insights..................

Organizing the analysis......
CeNtraliZEA FESOUITES ...t ssessenns 61
Decentralized aPPrOACH ...ttt rennas 62
OULSOUICING .ottt et s st ansen 64
Choosing between the alternatives ... 64

Quantitative vs qualitative @nalySiS.......ceecneceeeeeree e 65
Turning free text INtO INSIGNTS ... 66

What stakeholders Want t0 SEE ... ssesnees 69
[T To [T 6 g1 oI =T= 1 0 T 70
(@] o T=T = a[0] aT= 11 (=T= 1o 0 ST 72

Metrics May DE CONTUSING ..ottt 74

Interdependencies between customer data and other business metrics.... 76
Tips and resources for CX professionals
What t0 do @s @ CX MANAEET ...ttt
Check where you stand .........cccccoeeeeeciveeiennee
Engaging everybody
Engaging = leading change..........ccccvuuea.e.
Engaging through a customer experience initiative..
Understand StAKENOIAEIS ... ssesnees
WHRAE'S IN It FOF ME? s
DesCribe the CX ChANEE ...ttt ettt
UNderstand the NEEAS ... ssesnes
Ensure competence developmeEnt .. ... sssees
Communicate the ChANEE ...t
Communications channels for a CX initiative ...
Tips and resources for CX professionals .
What to do as @ CX MANAEGET ...ttt ses s snes
Check WHhEre YOU StANG ...ttt
Taking action

Roles & responsibilities......
From analysis to action
Clarifying reSPONSIDILTIES ....c.cccuiueicieecteeeeee ettt
Roles for eNSUMNNE ACtIONS........ccceeccee ettt

RECOGNIZE AN FTEWAIT........eceeceeeee ettt
Customer metrics and actions in bonus programs.........cccceceeeceecueeeennne. 104

The importance of COMMUNICATION ... enes 108

Tips and resources for CX profeSSionNalS......ceceveceeeeeeeece e ssessesns 109
What to do as @ CX MANAEET ...t snes 109

Check WHhEre YOU StANG ...ttt s m




Steps to excellence n3

A CXinitiative is an iNVeSTMENT ... N4
Milestones for a CX initiative .....ccccoeveunee.
Step 1: Need recognized........cccccveueune.
Step 2: Actions started......ceeeeeeeeeeeeee e
Step 3: Systematic in MOST UNItS....occeeccc e ns
Step 4: Embedded iN DUSINESS ...ttt ssssssees e
What can a company achieve with good customer experience.........cc....... e
Future trends for CUStOMEr EXPEMENCE ...t sesennas n7
Appendix: Worksheets for ‘Check where you stand’ 120
Check where you stand: CommMIitmMENt. ... 121
Check where you stand: LIStEN ...ttt sensesenas 122
Check where you stand: ANALYZE ...ttt 123
Check where you stand: ENBAEE ...ttt snes 124
Check where you Stand: ACt ...ttt 125
Acknowledgements 126
Abbreviations 127
Notes 128

References / Recommended literature 131




