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. 7 ways to emotional engage
with Customers

1. Embrace the fact people buy
emotionally and justify with logic

: 2.. Realize sometimes Customer don’t
@ know what they really want.

'« 3. Define the emotions that drive value $$$
for you

4. Embrace the fact that emotions are the
real drivers of loyalty

5. Design an emotionally engaging

USTOMER

experience
6. Train your people on how to evoke these
LR ‘ emotions
E k— 7. Measure the emotions that drive value
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Emotional Signature® : Modelling the Experience
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The DNA of
Customer
Experience

Recommendation cluster '
Trusting Focused
Valued Safe
Cared for

Attention cluster
Interesting Exploratory
Energetic Indulgent
Stimulated
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Short Term

Destroying cluster

Irritated Unsatisfied
Hurried Stressed

Neglected Disappointment
Unhappy Frustrated
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Maersk Line Customer Experience Statement
- our goal for every customer experience

Be honest, set realistic expectations, follow-up on your commitments
Know your customer, be proactive, be adaptable

Take ownership, show enthusiasm, do a little bit extra

MAERSK
LINE
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Trust

Be honest, set proper expectations, follow-up on your

commitments

Making the customer feel trust means:

Setting proper expectations

Always respond within the committed timescales

Staying up to date on issues that impact the
customer

Owning up to mistakes

Taking responsibility and ownership of solving
problems

Operating with high safety and environment
standards

Being honest and upright

Making the customer feel trust is not:

Blaming other Maersk departments or systems
Telling customers to call someone else

Hiding mistakes or issues

Bypassing or being ignorant of legal issues
Acting as a poor corporate citizen
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Cared For

Know our customers, be proactive, be adaptable

Making the customer feel ‘cared for’ means:

« Taking ownership of issues

+ Showing interest in and knowing our customers and their
business

« Providing multiple channels for the customer to contact us

+ Adapting to customers specific needs

+ Design systems with the customer needs in mind

« Being empathic

« Taking proactive measures

+ Being concerned about the customers success

Making the customer feel cared for is not:

+ Breaking regulatory guidelines to meet customer needs
» Answering the phone like a robot

+ Letting a bad call affect your next customer interaction
+ Communicating to the customer in Maersk jargon

+ Spamming Customers

« Ignoring the impact of business decisions on customers

LINE



7 ways to emotional engage
with Customers

1. Embrace the fact people buy
emotionally and justify with logic

2.. Realize sometimes Customer don’t
know what they really want.

3. Define the emotions that drive value $$$
for you

BOOKEPODCAST 4. Embrace the fact that emotions are the
: real drivers of loyalty

5. Design an emotionally engaging
experience

6. Train your people on how to evoke these
emotions

7. Measure the emotions that drive value

BeyondPhilosophy.com



Source: Professor Daniel Kahneman
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What are the verbal
( & nonverbal clues
the Customer is giving

me?

| can now understand
how they are feeling

What are the verbal
& nonverbal clues
| should give to the
Customer to evoke the
desired emotions?
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