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(Proactive, long term focus, General
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(Reactive, short term focus, resolve
product issue, not a revenue centre)
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CX The practice

of designing and
reacting to customer
interactions to meet
or exceed customer
expectations and,
thus, increase
customer satisfaction,
loyalty and advocacy.

UX The sum of the

| effects caused by

a person using a
digital solution.
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Build a quant & qual listening portfolio
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Take action based on customer insight
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Build a customer research competency
Research
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Inform CX projects through customer
research
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