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In Brief …
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Today …

• An Awesome CX Journey

• Next Generation CC Metric

• Time for Action? 
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An Awesome CX Journey



CXHIGHPERFORMANCE.COM ©2019

Integrated

Intelligent

EXPERIENCE

Involved

Proactive

VALUE

Isolated

Reactive

COST

Insightful

Intuitive

COMMUNITY

©CXHIGHPERFORMANCE

Your Awesome CX Journey
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Mission Control
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The Team
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The Customer
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Next Generation ⌃ Contact Centre Metric
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CX+EX will be 

the single 

largest business 

differentiator by 

2020. 
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Harvard Business Review

CX+EX Advantage
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CUSTOMER

+17% customer loyalty Forrester

+11% revenues Forrester

Top 10% Net Promoter programs deliver 5x Satmetrix/Bain data

EMPLOYEE

+21% more profitable Forrester

+122% improved business performance S&P Fortune 500

+72% employee performance difference CX High Performance 

Compelling 

results.
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CX+EX

Value

Productivity

ValueZoneTM

Cost

Productivity

Next Generation

CC metric must establish 

CX+EX ValueZoneTM for 

improved 

business performance

Business Performance

©CXHIGHPERFORMANCE
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Similar performance levels 

Case Study - Increasing CX+EX value
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Deliver nearly 5x more, using CX Employee Engagement ModelTM in the 

same customer organisation 

Q1Q2Q3Q4
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Customer 

Obsessed

Culture & 

Community

Purpose

Performance 

Improvement

Structured 

Development

Reward & 

Recognition

CUSTOMER

A proven model for 

measuring the fundamental 

elements of employee 

engagement that link to CX 

and business performance

Six quantifiable dimensions 

provide a complete view of 

the organizational CX 

engagement and capability 

based on 45 integral 

indicators 

CX Employee Engagement ModelTM

Employee Engagement with purpose, Customer purpose

©CXHIGHPERFORMANCE
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PREMIUM

one-to-one

COMMUNITY

networks

FRAGMENTED

silos

MASS

factory

low               EFFICIENCY high

• Product/brand driven

• Multiple access points 

• Multiple databases

• Silo working with 

process hand-offs 

between depts

• Cost driven

• Productivity optimisation

• Process consistency

• KPI focus

• Command and control 

culture

• Relationship driven

• ‘Self’ forming 

• Sense of belonging

• CLV understood

• CX metric

• Multi process, channel, 

product - single brand

• Customer led

• Personalised & 

individualised

• Single point of contact

• Customer ownership

• Value creation

• Omni process, channel, 

brand

high                VALUE medium

Be clear on your CX+EX Purpose



CXHIGHPERFORMANCE.COM ©2019

Vision

Management

Operations

Delivery

Goal

Objectives

Behaviour

Governance

CXHP KPI PyramidTM

Strategy

Critical Success Factors

Capability

Key Performance Indicators

Purpose
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Endurance

6.5 mph 
Speed

1 mile /10 minutes

Motivation

daily

Run the 2020 Marathon

Drills & Skills

Repetitions of 

drills that 

breakdown the 

running action

Diet

Research and 

apply optimum 

diet for 

speed/endurance

Rest & Renew

to help body 

recover and 

adjust

Physio & Massage

Regular sessions 

as preventative 

measure and 

recovery

Visualisation

Focus on goals, 

build 

confidence and 

grow mindset

2 x Stretches/day

1 x Physio/month
8 hours sleep 

(min)

6 x drills p/day

3 x swim p/wk

Protein/Carb/Fat

15/30/55
30 minutes p/day

Get Fit 

& 

Meet New People 

Strategy

Critical Success Factors

Capability

Key Performance Indicators

Purpose

Example: CXHP KPI PyramidTM in action 

Greater Motivation

Greater Control
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To Build The Best Community of 

Widget Lovers in the World

No1 in the market

Business Growth World Class 

Service

Employee 

Experience

Customer

Experience

Leadership 

Capability
T.O.M & Tech

Performance 

Improvement

Customer 

Engagement

Business targets 

& Budgets

Customer: 

Employee ratio

Service Standards

High Performance 

ratio

Emp. engagement 

Customer Loyalty

Recommendations

Bringing it all together CXHP KPI PyramidTM

Strategy

Critical Success Factors

Capability

Key Performance Indicators

Purpose
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Time for Action?
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1.Establish your CX+EX ValueZoneTM

2.Know your Purpose

3.Align your Purpose with your metric

4.Communicate, again, again and again

5.Lead.

Time for Action? 

Customer 

Obsessed

Culture & 

Community

Purpose

Performance 

Improvement

Structured 

Development

Reward & 

Recognition

CUSTOMER

CX Employee Engagement ModelTM

Employee Engagement with purpose, Customer purpose
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Thank you!

Any questions?

You can find me at:

Natalie@cxhighperformance.com 

LinkedIn

Natalie Calvert


