Understanding Customer Experience

Understanding Customer Experience (CX)
Key concepts, components, and practical steps for delivering a superior experience.

1. What Is Customer Experience?

Definition Scope

* Physical (store, product)
* Digital (website, app,
. . ) ) social)
The sum of all interactions a customer has with a brand, from first )
* Human (sales, service,
awareness to post?purchase support.
call?center)
* Emotional (feelings,

perceptions)

Why it matters: 70?807?% of buying decisions are driven by how customers feel about a brand, not
just price or features.

2. Core Pillars of CX

Pillar Description Example Metrics

) *» Persona profiles
) Deep understanding of needs,
1. Customer Insight * Journey maps

motivations, and pain points.
* Net Promoter Score (NPS)

) o . * First?contact resolution
2. Seamless Consistent, frictionless experiences _
_ _ » Page?load time
Interaction across all touchpoints.

» Cart abandonment rate

« Recommendation click?

o Tailoring messages, offers, and service through rate
3. Personalization

to the individual. » Email open & conversion
rates

_ - . » Sentiment analysis
4. Emotional Building trust, delight, and loyalty through
» Customer Effort Score

Connection empathy. (CES)
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Pillar Description Example Metrics
) . ) * Quarterly CX scorecard
5. Continuous Using data to iterate and evolve the _
_ * Voice?of?Customer (VoC)
Improvement experience.

loop

3. The Customer Journey Map

1. Awareness — Customer discovers a need and learns about the brand.

o Touchpoints: ads, SEO, social media, word?of?mouth.
o Goal: Capture attention with clear value proposition.

2. Consideration — Evaluates options, compares features and price.

o Touchpoints: website, product pages, reviews, webinars.
o Goal: Provide relevant information, easy comparison tools.

3. Purchase — Decision made; transaction completed.

o Touchpoints: e?commerce checkout, sales rep, POS.
o Goal: Minimize friction, transparent pricing, multiple payment options.

4. Onboarding — Customer starts using the product/service.

o Touchpoints: welcome email, tutorials, onboarding calls.
o Goal: Accelerate time?to?value, reduce learning curve.

5. Usage & Support — Ongoing interaction, problem solving.

o Self?service: FAQ, knowledge base, chatbots.
o Live support: phone, email, live chat.
o Goal: Resolve issues quickly, empower the customer.

6 Loyalty & Advocacy — Customer repeats purchase, recommends brand.

e Touchpoints: loyalty programs, referral incentives, community forums.
e Goal: Turn satisfied customers into brand ambassadors.
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4. Measuring CX Success

Metric

What It Shows

Net Promoter Score (NPS) Likelihood to recommend

Customer Satisfaction
(CSAT)

Customer Effort Score
(CES)

Immediate satisfaction with a specific
interaction

Ease of completing a task
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Typical Benchmark

307?50 (industry
dependent)

80?%+
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