To boldly go where no one has gone
before

Making the Customer Experience your USP
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A Different Perspective
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Current Customer Experience (UK)
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The Customer takes the Wheel ...

Customer Experience Review Catalyst for change & improvement: snapshots, quick wins,
emerging themes, awareness of ‘cultural’ barriers ...

Broaden Feedback Widen feedback (representative), assess correlation between
each key MOT and overall customer advocacy, refine wins ...

Brand / Values Review What do you stand for? What do your customers expect?
Quantify the gaps & the commercial opportunity ...

Improvement Address gaps: operational / process improvement, systems,
recruitment, training, reward, context, transparency ...

People Engagement Whole business involvement, management training,
customer-facing engagement / support ...

Measurement of Progress Track before & after, NPS (simplified?), verbatim comments
widely publicised, link to commercial results ...
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The Transparency Gap
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Invisible Promoted Transparent

Changes visible to Customers
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Mark Bradley
Foreword by Adrian Chiles




