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What is “Customer Experience (CX)”
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INTEREST & EXPOSURE PURCHASE (& RENEW) SET UP USAGE & PRODUCT ENDORSE

Kept informed Sales (New) Upgrades & Overall Product & Likelihood to Recommend
Sources [ Influence Sales (Renew) Installations Services Quality Overall Satisfaction

Familiarity with TR Automatic Renewal Main Product: Likelihood Continue Using
portfolio Ordering Satisfaction, Likelihood
to Recommend and
Future Usage
BU specific Product
diagnostics (F&R)
News Satisfaction (F&R)

Brand Perceptions
Contract Negotiations
Billing

Perception customers have of THEIR interactions with YOUR organization



How does EX tie to CX?
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X FACTOR

» Global

» Founded in 2011

» Supports professional development of members
» 4000+ members in 70 countries



X FACTOR

Culture

experience

Perspective

Accountability
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CULTURE

CX Moves

Redesign internal communication platform to (re)brand
Customer Experience

Familiarity and accessibility
Ongoing, one-to-many story-telling; common language
Improved and aggregated content

Quarterly video

X 22% Iincrease in average Views



EXPERIENCE

Customer Satisfaction Surveys
Run like campaign and incorporate best practices to engage:

Personalization and Graphics
Focus on them
Set expectations
Provide direct contact
Thank you
Follow up summary of results

X 53% increase In response rate

X 40% increase in completes

X OSAT, LTR and LTCU all up; LTCU 5% in top
2 boxes



EXPERIENCE

Year One Experience (Y1X)
Targeted segmentation
Average delta

Market differentiator

New users vs. net new
Journey Map workshops
Leverage CSAT

X 62% increase in Y1X respondents

X 3-point improvement in Overall Satisfaction



PERSPECTIVE

Research

Relevant Voice of Customer to supplement CSAT
Survey Ride-Along
TR Global Brand Monitor
Loyalty Drivers
Key segment research (Y1X)
Emotion (2 phases)

Appended CSAT to Usage and Financial Data

X Clearer prioritization and ability to
operationalize

X Enhanced value of CX Team



ACCOUNTABILITY

Type of Team Resources (as needed) Responsibilities

Project




THANK YOU

Dana Hyatt

972.743.7890
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