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ǫǕƃƁōȆǔƫʥƿǶŠƢũǎŎǯŵʤʤʤʳ
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ǏǶǔƪǑŎˑǫšƉŴũˑǵǟŏǕ
(CX)

ư Ɖ͎ƪ͆ũǫšƉŴũǏǶǔƪǑŎŏǞǙœšƨǯǔŴǕ
ǏǅŞƈŏŴŨǑŎȟǑŎŏǞǄǐŨǔǷǶǔƪǑŎǏƩǕ

ǃŨƒƓǱǕʤƈǯƚũǖŒōȆǔƪǑŎǞǷƃǑǓ
ǫǔƦǘǕʤǓũǝǐǶǄƖũˑ͂ ōŏǘšǳǐƫ
ǏƫŏƲŨǑŎȏƫƩǶǔŵƠŏǀǙǎŏƚũȅŎ

ƘŏƀƗȇŎǮŏǶŵǯǑǯǘǄŨǑŎǮƈǮȽš
ŧǁǯǑŎ.

ŏǞŨƳƉƫȿũƈŏǁǳǐƫŏǞǙŒǓǶǔƚũ
ŦȆƫŏƲũōȆǔƪǑŎǏƛŎǯŨǑŎǮŏǞƪǕ
ǫǶŠǐŨǑŦŏƪǁǯũōȆǔƪǑŎǮŒƊǮŏŴũŏǟʥ
ǵǑŏŨǑŏšǪƂŏǷƊŏƟƈōȆǔƪǑŎ

(Satisfaction)ǓǞǘǻȅǮǮ(Loyalty)
ǓǞũȵŏǘǕǮ(Advocacy)ʤ

ƈƃƚǔǑŎʦ
ˑōȆǔƪǑŎˑǫšƉŴũˑǵƳțżǕˑǫǶƪǔŵʴ(CXPAˑʥGartner



ƾƉƲǑŏǕǮˑǏǶǔƪǑŎˑǫšƉŴũˑɊš
ˍǏǶǔƪǑŎˑǫǕƃƁ

(Customer Experience & 
Customer Service)

ǏǶǔƪǑŎˑǫšƉŴũ

ˑǫǕƃƁ
ǏǶǔƪǑŎ

ˑǗǅŏǕŒˑǵƳˑǏǶǔƪǐǑˑŦȆƫŏƲŨǑŎˑǏǅˑǫƫǯǔŴǕ
ǫƲǐŨƀǕˑʥǫƲǐŨƀǕˑŦŎǯǘǁˑȏƫˑʥǗǕƋǑŎˑƉǕˑǳǐƫǮ

ˑǃũœƖǘǕǮˑǃǐǔƫˑǜŏŴũˑōȆǔƪǑŎˑƉƪƖǷˑƱǶǅ
(Proactive, long term focus, Generate 

Revenue)

ǗǷƂƃżǕˑǪŏǘǁǮˑǖŏǄǕǮˑŧǁǮˑǵƳˑʥˑŏǞǙŔ
ŏǞǶǐƫˑǏƚżũˑȟǑŎˑǪƃƫŏƒǔǑŎˑʤǏƪƲǑŎˑƂƈ

(Reactive, short term focus, resolve 
product issue, not a revenue centre)



ˑǫšƉŴũˑǮˑǏǶǔƪǑŎˑǫšƉŴũ
ǒƃƀŨƒǔǑŎ

ˑǎŏƚũŎˑǪŏǘǁ
TouchpointDigital

UX

ǏǶǔƪǑŎˑǫšƉŴũ
Customer Experience CX



ˑȿũƈŏǁˑŲƄǯǔǙCX/UX

ÅƓǮŒˑƾŏƢǙˑǵƳˑǵŵƈŏƀǑŎˑɈǄƲŨǑŎˑǒƃƀŨƒũˑƩ
ˑǫǐǕŏƖǑŎˑǏǶǔƪǑŎˑǫǐŽƉǑOut-side in

ÅŴŨǘǔǑŎǮˑŦȆƫŏƲŨǑŎˑǳǐƫˑɉǅțǑŎˑŦŏ
ǫǷƂƉƲǑŎ

ÅƲŨǑŎˑǏŬǔũˑǫǐŽƉǑŎˑơǻŎƉƁǮˑŦŏǶƚƀƗˑǏƫŏ
ɊƪǕˑųŨǘǕˑǮŒˑǫǕƃƁˑǮŒˑǪɉǕˑƩǕʤ

ÅˑǏǶǔƪǑŎˑǫšƉŴũˑŦŏǶƚƀƗPersona ˑŦŏǶƚƀƖǑŎˑǵǟ
ǫǔƦǘǔǑŎˑŏǞǶǐƫˑƋǅƉũˑǖŒˑşŴšˑȟǑŎˑǫǶƒǶǻƉǑŎʤ

ˑǫǐŽƉǑŎˑơǻŎƉƁˑǃǑƅǅǮCustomer Journey ˑǏŬǔũ
ŏǞǐǔǅœšˑǏǶǔƪǑŎˑǪŏǶŽˑǪƈǮƂʤ

ÅˑōȆǔƪǑŎˑǫšƉŴũˑƑǶǷŏǀǕˑǏŬǔũCX Metrics
ǓǞũȵŏǘǕǮˑǓǟŏƟƈǮˑōȆǔƪǑŎˑōȅǮˑˑʤ

ÅˑǗǕˑƃǷȾǑŎˑˑǒƃƀŨƒǔǑŎˑǫšƉŴũˑƑǶǷŏǀǕˑǏŬǔũ
ˑŦȅƃƪǕˑǏŬǕˑˑǒŏǞǔǑŎˑǯżǙˑǫǞŵǯǔǑŎˑŦŎōŎƉŵȅŎ

źŏŴǘǑŎˑʥǵǐƀŨǑŎˑʥŦŎƉǀǘǑŎˑƈŎƃǀǕˑǮŒˑˑŧǁǯǑŎǮˑœƢƀǑŎ
ǫǔǞǔǑŎˑǎŏǔǅȉˑǒƃƀŨƒǔǑŎˑŏǞǁƉƮŨƓŎˑȟǑŎʤ

ǏǶǔƪǑŎˑǫšƉŴũ

ǒƃƀŨƒǔǑŎˑǫšƉŴũ



ǪɈƚǁˑǫƚǁ

ÅǫƢƖǙˑǫǻƈŏǁˑʥǵƳˑşŨǄǐǑˑƾǯƒŨǑŎˑşżũ
ǵǐżǔǑŎˑŏǟƉŴŨǕʤ

ÅǫǶǁƈǯǑŎˑşŨǄǑŎˑǪōŎƉǁˑşżũ
ÅˑˑǎǯǔżǔǑŎˑƱũŏǞǐǑˑǴǯǁˑǒƃƀŨƒǕʹˑǳǐƫ

ǑˑşŨǄǑŎˑƉŴŨǕˑƿǶŠƢũˑǏǷɀŨǑˑƂŎƃƪŨƓŎˑōŎȲ
ǗǕˑŏǞǕȆŨƓȅˑŏǟƋŴŽǮˑŏǞƲũŏǟˑǳǐƫˑşŨǄǑŎ

ɈǐżǔǑŎˑŏǟƉŴŨǕ

ˑǎŏŬǕɓˑˑ ʦǒƃƀŨƒǔǑŎˑǫšƉŴũˑųǕƂˑǵƳˑǏǶǔƪǑŎˑǫšƉŴũˑǏƖƲǷˑŏǕƃǘƫ
ÅƩƟŎǯŨǕˑǏǄƖšˑƜŎƈˑǏǶǔƫˑʥȱˑǫǶǐǔƫˑōŎƉŵŎˑǳǑŔˑơǀƳˑǏǶǔǷˑƃǁˑōŎ

ǓƚƁˑǓǷƃǀũˑşŠƒšˑǫǶǑŏũ
ÅƗˑǗǕˑǲƉƁŎˑŦŏŴŨǘǕˑźŎțǁȅˑǫǷƈŏŴŨǑŎˑǫǕȆƪǐǑˑǫƪǻŏƟˑǝƛƉƳˑŏǞǙœ

ǫǶǑŏǔŵȉŎˑŦŏƪǶŠǔǑŎˑǪƂŏǷƊǮˑŏƟƉǑŎˑɊƒżũ
ÅˑǫŠŨǄǔǑŎǮˑƿǶŠƢŨǑŎˑǎǯŽˑǫǶǞƲƗˑǫǔǐǅˑƃŵǯũˑȅʴNo word of 

mouthʳ
ˑǎŏŬǕɔˑˑ ʦǏǶǔƪǑŎˑǫšƉŴũˑƩǕˑǒƃƀŨƒǔǑŎˑǫšƉŴũˑǪŎƄŏżǕˑǒƃƫ

ÅǔǟŒˑǮŒˑŏżšƈˑōȆǔƪǑŎˑŻǻŎȱˑȡǅŒˑǵƟƉũˑȅˑȟǑŎˑŦŎƈŏǔŬŨƓȅŎǫǶ
ÅǏǶǔƪǑŎˑŦŏǶƚƀƗˑɊšˑƙǁŏǘŨǔǑŎˑōȅǯǑŎǮˑǵǙƃŨǔǑŎˑŏƟƉǑŎ
ÅŴŨǑŎˑǫǕȆƪǑŎˑǫƪǔƓˑƩŵŎƉũǮˑǫǺǶƒǑŎˑǫǶǞƲƖǑŎˑŦŏǀǶǐƪŨǑŎǫǷƈŏ

ˑǎŏŬǕɕˑˑ ʦǏǶǔƪǑŎˑǫšƉŴũˑƩǕˑǒƃƀŨƒǔǑŎˑǫšƉŴũˑǏǕŏǄũǮˑǪŎƄŏżǕ

ÅǷƈŏŴŨǑŎˑǫǕȆƪǐǑˑŏƚǐƀǕˑōŏǀŠǑŎˑǳǑŔˑǏǶǔǷˑǫǷŏƮǐǑˑƜŎƈˑǏǶǔƫǫ
ÅŦŏƪǶŠǔǑŎˑƨŏƲũƈŎǮˑƈƉǄŨǔǑŎˑşǐƢǑŎ
ÅˑǏǶǔƪǑŎˑǏŠǁˑǗǕˑųŨǘǔǑŎˑƿǷǯƒũ(Advocacy)
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ˑǏǶǔƪǑŎˑǫšƉŴũˑǫƢǷƉƁʴCustomer Journey Mapʳ
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ɓ́ǫƫȨǑŎ
ǫǕƊȆǑŎˑŦŎōŎƉŵȉŏšˑǏǶǔƪǑŎˑǒŏǶǁˑǵƳˑǫƫȨǑŎ

ŏǕˑǫǐǕŏƪǔǑˑƊŏŴǙȉʤ

ɔ̒ǫǑǯǞƒǑŎǮˑǪōŏƲǄǑŎ
ǮƃŽˑǮˑŦŎōŎƉŵȉŎˑǵƳˑƃǶǀƪŨǑŎˑǏǶǐǀũˑŪ
ˑǓǞǘŨǷǮƈˑǳǐƫˑǫƦƳŏżǔǐǑˑōŏƢƁȇŎ

ǵƚƀƖǑŎˑǮˑɃǞǔǑŎ.

ɕ̒ǒŎƃƀŨƓȅŎǮˑŏƟƉǑŎ
ǏǶǐǀũˑǎȆƁˑǗǕˑǏǶǔƪǑŎˑǫǶŵŏŨǙŔˑǪƂŏǷƊ
ˑŦŏŴŨǘǔǑŎˑƩǕˑǏƫŏƲŨǐǑˑǒƊȆǑŎˑŧǁǯǑŎ
ŎƃƀŨƓŎˑǪƂŏǷƊˑǳǑŔˑǫƳŏƟȉŏšˑŦŏǕƃƀǑŎǮˑǒ

ƿǶŠƢŨǑŎʤ

ɖ̒ǫŽŎƉǑŎǮˑƱƣŎǯƪǑŎ
ȟǑŎˑǫǶƲƣŏƪǑŎǮˑǫǷƃƒŴǑŎˑǫŽŎƉǑŎˑǲǯŨƒǕˑȽǷ

ǪŏǶżǑŎˑǪƈǮƂˑȏƫˑōȆǔƪǑŎˑŏǞšʤ

ɗ̒ǏǶǔƪǐǑˑǫǀŬǑŎˑǪƂŏǷƊ
ˑǫǐǞƓˑŦŏǕƃƁˑŦȅŏǅǯǑŎˑǓǷƃǀũˑƃǘƫ

ƈǯǞǔŴǑŎˑŦŏŵŏǶŨŽŎˑȓǐũˑʥũˑǵǑŏŨǑŏšˑƃǷƋ
ǫǕǯǄżǑŎˑǵƳˑǓǞǷƃǑˑǫǀŬǑŎʤ

ɘ́ˑǎǯƛǯǑŎˑǫǶǙŏǄǕŔ
ǒŎƃƀŨƓȅŎˑǫǑǯǞƓǮ
ũˑǎǯƛǯǑŎˑǫǶǙŏǄǕŔǮˑƃǶŴǑŎˑǓǶǔƚŨǑŎˑƊƋƪǷˑɊƒż
ɊǕƃƀŨƒǔǑŎˑƩǶǔŴǑˑǒŎƃƀŨƓȅŎˑǫǶǐšŏǁˑʥšˑŏǔ
ˑŦŏǁŏƫŔˑǓǞǷƃǑˑǗǕˑǮˑɊƳǯƲǄǔǑŎˑǓǞǶƳ
ˑƱƪƟǮˑȶŠǑŎˑƱƪƞǅˑǫǶǐǀƫˑǮŒˑǫǷƃƒŵ

ŏǟɈƯǮˑǵǅŎƈƂȉŎˑƱƪƞǑŎǮˑƩǔƒǑŎʤ

14

ƉŭŒˑŏǕǔƪǐǑˑˑǫšƉŴŨǑŎˑǳǐƫˑɉǅțǑŎˍǏǶ
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ɓ́ɊƒƳŏǘǔǑŎˑɊšˑƋǷŏǔŨǑŎ
ǗǄǔǷŦŏǅȲǐǑǪƈƂŏǀǑŎǳǐƫƿǐƁǫšƉŴũǔƫōȆ
ǪƃǷƉƳǖŒǖǯǄũǪɉǔǕǗƫŏǞǶƒƳŏǘǕʤūǶŽ
ŏǘƪǐƢũŦŏƪǁǯŨǑŎǳǐƫǖŒǫšƉŴũōȆǔƪǑŎũƊǮŏŴŨ
ƉƪƒǑŎųŨǘǔǑŎǮɉǔǔǅȬǶǻƈǫǕȆƪǐǑǑŎǫǷƈŏŴŨ

ɊǄǐǞŨƒǔǐǑǎǯǐżšǒŏƫɔɒɔɓʤ

ɔ̒ōȅǯǑŎōȆǔƪǑŎˑŏƟƈǮ
ǗǕŻŵȽǑŎǖŒȽŨƒǷōȆǔƪǑŎǗǷƅǑŎǯƪŨǔŨǷǖ

ǫšƉŴŨšǫǶǑŏƫǪƂǯŴǑŎǵƳǏǕŏƪŨǑŎƩǕǫǕȆƫ
ǫǷƈŏŴũƈŎƃǀǔšɔʤəŦŎƉǕȡǅŒǗǕǃǺǑǮŒǗǷƅǑŎ

ǖǯƪŨǔŨǷǫšƉŴŨšǫƞƲƀǘǕǪƂǯŴǑŎʥŏǔǕ
ƃƫŏƒǶƓǳǐƫǏǶǐǀũǫƲǐǄũŞŏƒŨǅŎǑŎōȆǔƪ
ǪƂŏǷƊǮǎƃƪǕƤŏƲŨŽȅŎǓǞšʤ

ɕ̒ǫǕƃƀǑŎˑŧǁǮǮˑǫƲǐǄũ
ǫƲǐǄũˑǏǶǐǀũˑǳǑŔˑǫƪǻŎƉǑŎˑŞƈŏŴŨǑŎˑǴƂǱũˑǫǕƃƁ

ˑǳǑŔˑǏƚũˑǫŠƒǘšˑōȆǔƪǑŎɕɕˑ˵ǂˑŎȱ ȉˑŎ͂ƉƦǙ
ǓǶǔƚŨǑŎˑǫǶǐǔƫˑǵƳˑǫǷŎƃŠǑŎˑǗǕˑǏǶǔƪǑŎʤ

ɖ̒şǷƈƃŨǑŎˑǫƲǐǄũ
ȆƁˑǗǕˑşǷƈƃŨǑŎǮˑɈǶƮŨǑŎˑǪƈŎƂŔˑƱǶǑŏǄũˑǏǶǐǀũˑǎ
ˑǵǻŏǞǘǑŎˑǒƃƀŨƒǔǑŎˑǫƳƉƪǕˑǗǕˑǪƂŏƲŨƓȅŎ
ˑǪƉǄŠǔǑŎˑǫǐŽȽǑŎˑǗǕˑǫƚƚƀǔǑŎˑǎǯǐżǑŎˑǵƳ

ųŨǘǔǑŎˑōŏƖǙȉʤ

ɗ̒ƈŎƉǀǑŎˑƄŏƀũŎǮˑǫǶǁŎƃƚǔǑŎ
ˑǫǀǶǁƂǮˑǏƞƳŒˑŦŎƈŎƉǁˑƄŏƀũŎˑǳǐƫˑǪƈƃǀǑŎ
ŦŏǙŏǶŠǑŎˑǳǐƫˑƃǔŨƪũˑǏǶǔƫˑǫšƉŴũˑǒŎƃƀŨƓŏšˑˑ ʥ
ˑǫǷƈŎƉżǑŎˑơǻŎƉƀǑŎǮˑǂǯǐƒǑŎˑşǀƪŨũˑȟǑŎ
ˑƑǶǷŏǀǔǑŎˑǗǕˑŏǟɈƯǮˑǏǷǯżŨǑŎˑŦȅƃƪǕǮ

ǫǁǯŭǯǔǑŎʤ

ɘ̒ˑǵƳˑǫƫȨǑŎ
ŦŏŴŨǘǔǑŎˑƾȆƣŔ

ǵǑŏŨǑŏšˑˑŦŏŴŨǘǔǑŎˑƾȆƣŔˑǫƫȧˑǪƂŏǷƊ
źŏšƈȇŎǮˑŦŎƂŎƉǷȉŎˑǵƳˑǪƂŏǷƊʤ

ƉŭŒˑŏǕƖǘǔǐǑˑˑǫšƉŴŨǑŎˑǳǐƫˑɉǅțǑŎˍǪœ



ɔˑʤˑǫšƉŴũˑŦŎǮƂŒˑǫƫǯǔŴǕˑǵǟŏǕ
ˍōȆǔƪǑŎ



ˑŏǟƅƀŨũˑȟǑŎˑŦŏƓƈŏǔǔǑŎˑǫƫǯǔŴǕ
ˑǫǶŠǐŨǑˑǫǔƢǘǔǑŎˑʴƊǮŏŴũˑǮŒˑʳˑŦŏƪǁǯũ

ōȆǔƪǑŎʤ

ˑŞƈŏŴũˑǪƈŎƂŔ
ōȆǔƪǑŎ-

CX Management



ˑōȆǔƪǑŎˑǫšƉŴũˑǪƈŎƂŔˑǏǔƫˑƈŏƣŎɓɹ/ɕr
ǒƃǀǷŎƅǟƈŏƣȉŎǪƂŏǁǪƈƂŏŠǔǑŎǳǐƫƃǷƃżũǖŏǄǕōƃŠǑŎōŏƢƫŔǮǫǷǯǑǮȇŎǗǕǗǷŒŒƃŠũʥżũƃǷƃ
ŦŎƉƮŬǑŎʥƠŏǀǙǫšǯƪƚǑŎʥǓǶǶǀũǮųƞǙǪƈŎƂŔǫšƉŴũōȆǔƪǑŎ

ƈǮŏżǔǑŎǮˑǪƃǔƫȇŎŦŎƈƃǀǑŎǫƢƖǙȇŎ

ōȆǔƪǑŎˑǓǞƳ
Understand 
Customers

ˑǏǶǔƪǑŎˑŦǯƛ
VoC

ōȆǔƪǑŎˑŪŏżšŒ
Customer 
Research

ǫǶƫǯǘǑŎǮˑǫǶǔǄǑŎˑŪŏżšȇŎˑƩǔŴǑˑǪƃƫŏǁˑōŏǘš
Build a quant & qual listening portfolio

ǏǶǔƪǑŎˑŦŏǙŏǶšˑōŏƖǙȉˑŦŏǙŏǶŠǑŎˑǗǕˑǪƂŏƲŨƓȅŎ
Leverage data to create customer insight

ǏǶǔƪǑŎˑŦŏǙŏǶšˑǳǐƫˑōŏǘšˑōŎƉŵŎˑƄŏƀũŎ
Take action based on customer insight

ōȆǔƪǐǑˑǫǶŬżŠǑŎˑǪōŏƲǄǑŎˑōŏǘš
Build a customer research competency

ˑˑƩǷƈŏƖǕˑǓǷƃǀũCX ǗǕˑōȆǔƪǑŎˑŪŏżšŒˑǎȆƁ
Inform CX projects through customer 

research
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