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How do
you feel
right now?













Putting customer focus at

the heart of everything you
do, in order to achieve
customer satisfaction and
loyalty




It is sO easy to
say...



...but so hard
fo do






What experience are you
delivering today?

Exceed
expectations DIFFERENTIATED
______________________________________________ EXPERIENCES
INTENTIONAL
EXPERIENCES
RANDOM
Minimum

EXPERIENCES

expectations







/) airbnb

UB ER

World’s largest World’s largest
taxi com pany Accommodation provider

facebook.

Most popular World's fastest
Media owner Growing bank
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World's largest

Phone companies

NETFLIX

World’s largest
movie house

Alibaba Group

World’s most
Valuable retailer

& Apple Google

World's largest
Software vendors
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EMOTIONAL
How does it make
people feel?

FUNCTIONAL
Does it do what

people want it to
do?

Experience



the BUSINESS!fIrst to
make as much money as

possible? . 2 \
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Putting the interests of

the CUSTOMER first to
make as much money as
possible?




BORN 1945
AND EARLIER 1946 - 1964

Millennials Generation 2

BORN BORN 1996
1977-1995 AND LATER




Organisational Layers of Customer Experience

Layer 1
Customer
Journeys

Layer 2
Business
Processes
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Thank You

ijgolding.com
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AUTHORIZED
RESOURCE

TRAINING
PROVIDER

The honest and
practical guide to
customer
experience

IAN GOLDING




