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• FORCED DOWN BADLY DESIGNED CHATBOT CHANNELS
• FORCED INTO LABORIOUS AGENT CHAT SESSIONS
• FORCED INTO LONG CALL CENTRE QUEUES
• FORCED TO REPEAT INFORMATION
• FORCED TO CHASE UP ONGOING ISSUES
• ASKED TO PROVIDE FEEDBACK WHEN NOT APPROPRIATE
• FORCED TO GIVE UP…

What this means for Customers….







CUSTOMER SERVICE V CUSTOMER EXPERIENCE

• In a nutshell, here’s how CX industry veterans 
would define each:

• Customer service focuses on communication 
and problem-solving so customers get the best 
out of your service.

• Customer experience looks at the overall 
impression that you leave customers in every 
stage of the customer journey.
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WHAT ?!





CUSTOMER SERVICE EXPERIENCE (CSX)
• Customer Service Experience focuses on 
creating the very best customer contact options 
across ALL channels, for ALL customer requests, 
at ALL times.

• AND
• Customer Service Experience focusses on 
resolving ALL customer service requests and 
issues in the best way, whilst also driving change 
throughout the whole business.
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CSX STRATEGY & VISION

What should we offer our Customers ?

Easy to Find Help 
options

Personalised Help 
Pages

Intuitive Self-Help 
solutions

Multiple Customer 
Contact Channels

Track current tasks, 
Reopen old ones

Provide feedback 
when you like

Seamless Multi-
channel experiences

Contextual Customer 
Centric Processes

Request follow up 
when you like



Easy to Find Help 
options

Personalised Help 
Pages

Intelligent Self-Help 
solutions

Multiple Customer 
Contact Channels

Track current Cases, 
Reopen old ones

Provide feedback 
when you like

Seamless Multi-
channel experiences

Customer Centric 
Processes

Request follow up 
when you like

in-page App Help icon which can provide relevant 
guidance & advice on the page being viewed.
Plus an easy link to the relevant CSX support area

Customer support information specific for each 
individual Customer based on their products, 
services & profile. Help journeys relevant to the 
customers prior interactions (i.e. dispute a 
transaction).

Dynamic In-App Knowledge Articles which improve 
based on customer usefulness rating and an 
Intelligent Digital Assistant which improves with AI & 
NLP learning

Consistent choice of contact channels for customers
to use when reaching out for CSX Agent help. 
Specifically – Agent Chat, Message, Call or Callback for in-
App contact, and Digital Assistant across social media 
channels.

Customer interaction journeys which work 
consistently and seamlessly for customers across 
multiple channels, without the need for repeating 
avoidable ID&V and information. 

Processes that mean customers do not have to 
wait whilst we are doing work on their behalf. We 
will own issues (not contacts) & will proactively 
resolve issues, regularly providing updates to 
customers.

We will provide constant access for customers to view 
any issues, requests, questions or complaints we are 
working on, and will allow them to reopen responses 
they do not feel acceptably resolved their issue or 
answered their question.

‘Always on’ App feedback solution, for customers to 
provide insight on our Support, App, Product & 
Service experiences, and make recommendations for
Features and enhancements.

Easy tick-box functionality for customers to 
request us to respond to their feedback at a time 
convenient to them.
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DETAIL YOUR CSX VISION      
AGAINST YOUR CSX PRINCIPLES





THESE CSX DESIGN 
PRINCIPLES MUST APPLY 
ACROSS ALL OF THE 
COMPANY
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EPIC CONTACT JOURNEY

Helpful articles about La Finca Golf Course 
Facilities

Easy, relevant and 
contextual support 

options.

Easy choice of 
channel for 

customers with 
no loss of 
context.



EASY & PERSONALISED CONTACT

Agent knows who the 
customer is, what 
package they are 

looking at, and what 
their question is about



GIVING CONTROL TO THE CUSTOMER

Callback requests 
made with full 
digital context.

Customer choice of 
immediate or 

scheduled callback 
response.



GIVING CONTROL TO THE CUSTOMER

Callback requests 
made with full 
digital context.

Customer choice of 
immediate or 

scheduled callback 
response.

All Routing 
Decisions and 

Prioritisation based 
on Customer 

Profile, Interaction 
History & Context



PUTTING THE CUSTOMER IN CONTROL
Customers can 

see the status of 
their questions 
and requests 

Feedback will be 
responded to if 

you ask us.



EXCEPTIONAL

IMMEDIATE

RESPECTFUL

MACALLAN CONSUMER SERVICE







EPIC CSX



PARCEL 
DELIVERY ?? 
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FIXED THE 
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Customer Relations – customer journey

Intuitively designed 
Customer Relations 

Contact options easily 
available

Customer sends details of 
their enquiry, claim or 

complaint

The Customers issue is 
immediately routed to the 

relevant CX teams within CRM 
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Service issue – social media customer journey

Customers post their 
questions & issues directly on 

Instagram, Facebook or 
Twitter pages

Social post is immediately 
routed into the relevant CRM 

Customer Queue for 
investigation & response

Agents respond to Customer 
Service Cases filtered out as 
relevant by Social Media & 

CRM integration
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WhatsApp – High Tier Falcon Flyermembers

Black & Gold level members can send 
WhatsApp sales & service requests 

directly to the relevant CX team

Black & Gold WhatsApp requests 
will arrive into priority queues 

within the CRM application

The FF Priority CX team can 
then share and respond flight 
information directly through 

WhatsApp
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HOW TO SIMPLIFY 
CUSTOMER JOURNEYS

• Create your own Company Vision for CSX
• Validate it with your Frontline Staff AND Customers 
• Make them your company wide CSX Design Principles
• Build the Foundations, then add on the ‘clever stuff’
• Only Implement Technology Platforms that align to 

your CSX Vision
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