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"88% of consumers agree that the
contact centre experience is just as

important as the quality of the
offering" 

 - Salesforce
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Human connection

The 
Cost of

CX

Find the human connection to win
hearts, minds, and loyalty 

Qualtrics Top CX trends for 2023

IBM, Salesforce, Forester
Qualtrics Top CX trends for 2023

Medallia, Gartner, Qualtrics
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Surveys

Omni-channel

Customer Journeys

 Conversational Analytics
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63% 
Increased Customer

Satisfaction
52% 

Increased Contact
Reduction

Human connection Innovation Cost



12% 
Increased Customer

Satisfaction

9% 
Increased Employee

satisfaction
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Is your customer
experience
working for
you?  

CUSTOMER
EXPERIENCE
SHOULDN'T COST
A BUSINESS
REVENUE, YET
FOR MANY IT
DOES.

 
Or costing you?
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Basic cost to serve

Cost of complaint

Cost of compensation

Cost of negative social media

Cost of lost customer Cost of unhappy employee
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Basic cost to serve

Cost of complaint

Cost of compensation

Cost of negative social media

Cost of lost customer Cost of unhappy employee

X 50   

20%   

10%   

5%   

£935   
per day   

£5,610   
per week   

£280,
500   

per year   
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The cost of not
knowing  
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THANK YOU

https://www.instagram.com/customer_experiece_cultivator/

www.linkedin.com/in/katie-stabler-ccxp-6475278a

www.cultivatecustomerexperience.com

Katie@cultivatecustomerexperience.com

Katie stabler
CULTIVATE Customer experience by design


