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The three E's’of Cu ‘
EFFECT|VEN ESS Customers get value from the experience.

T Il TTHIEEREENEEEET .

EAS E Customers get value without difficulty. .

EMOT|ON Customers feel good about the experience.
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Why do Emotions mattere

 What we experience # What we remember

Peak End Rule

Memory is an average
of the peak and very
end of an experience.
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« Customer experience does not drive loyalty
« Customer memories of their experiences drive loyalty
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Emotions are intfegral to decision-making

Memories of an experience don’t always reflect reality
Al Emotions can impact an experience as it unfolds

S Negative experiences outweigh positive ones
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Can Emotions be measured?

Emotions are a continuum

« They flow naturally as the
experience progresses

« One Emotion will often lead
or at least influence another

« Emotions # Sentiment
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Text Analytics unlocks Emoftions

« EXPANDED EMOTIONS MODEL
- DUAL TIER MODEL

-+ 10 BROAD EMOTIONS
- 48TOTAL EMOTIONS
- SPECIFIC TO CUSTOMER EXPERIENCE
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Putting It all fogether...

Leading oaing

* Find points of
high friction
and confusion

- Identify drivers || *ldentify pain

of channel points
hopping « Find drivers of
frustration, - Ubiquitous
concern, efc. measure
across
sources « Post-experience
« Indicator of validation based on
Moments of asurvey
Truth « Segment to

understand drivers
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Actionable insights from
customer interactio



