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W HY?

6 0 %
OF CUSTOMERS HAVE SWITCHED 

BRA N DS  DU E T O A  N EGA T IV E C ON T A C T  
C EN T ER EX P ERIEN C E.

Ca lib ro

7 0 %
OF  BRA N DS  S EE A  DIREC T  C ON N EC T ION  

BET W EEN  C U S T OMER S ERV IC E A N D 
P ERF ORMA N C E

Zend esk

9 0 %
OF  C X  LEA DERS  S A Y C U S T OMER 

EX P EC T A T ION S  H A V E IN C REA S ED T O A N  
A LL- T IME H IGH .

Hub sp ot
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Too often  com p a nies ha ve :
• A FRAGMENTED, UNSTRUCTURED APPROACH
• SILOED WORKING

01. VISION

Companies should have:
• A STRONG VISION WHICH INFLUENCES THE CX STRATEGY
• AVISION WHICH IS FELT BY EMPLOYEES AND CUSTOMERS







So u r ce Pa ck a g e In n o v a te In fo r m

VALUES

They source 
s u s t a in a b le  a n d  
o r g a n ic  p r o d u c e

T h e y  r e d u c e  
u n n e c e s s a r y  

p a c k a g in g , c o l l e c t  
a n d  r e c y c le  

T h e y  a r e  c o n s t a n t ly  
d e v e lo p in g  n e w  w a y s  

t o  d o  w h a t  t h e y  d o , 
b e t t e r . ( F r e d d ie s  

F lo w e r s )

T h e y  s h o u t  a b o u t  t h e  
g r e a t  w o r k  t h e y  d o .

T h e y  a c t  w i t h  
in t e g r i t y  a n d  t e l l  
c u s t o m e r s  w h e r e  

t h e y  s l ip  u p .



0 1 E m p lo y e e  e x p e r i e n c e  W ILL im p a c t  y o u r  
c u s t o m e r  e x p e r i e n c e

2 .  PEO PLE



Rep ea t. Rep ea t. 
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Ha p p y 
em p loyee

Ha p p y 
custom er

Grea t 
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0 1

0 2

Employee experience WILL impact your 
customer experience

2 .  PEO PLE

E m p lo y e e  f e e d b a c k  a n d  in s ig h t  i s  
i n v a lu a b le  a n d  n e e d s  t o  b e  u s e d  w i t h in  
s e r v ic e  d e s ig n



0 1

0 2

Employee experience WILL impact your 
customer experience

2 .  PEO PLE

Employee feedback and insight is 
invaluable and needs to be used within 
service design

2 0 %  Hig h e r  Sa le s
Ga llup

En gage d  wo rke r



3 .  TECH
Embrace it in a measured way

Challenge

Solution

Benefit



4 .  IN S IG HT

77 %

Insight should lead service design but 
McKinsey found that leaders who use 
customer insight are signif icantly 
outweighed by those who don’t .

2 3 %
77% DONT use CI 23% use CI
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5 .  IN VES T

Time

P e o p le

T e c h



6 .  O UTCO MES
Specifically - OUTCOMES over output s

De s ig n

Id e n t i f y  w h a t  
o u t c o m e s  a r e  
im p o r t a n t  t o  y o u r  
c u s t o m e r s

M e a s u r e

C o n n e c t  t h e  r ig h t  
m e a s u r e m e n t  t o  
y o u r  d e s i r e d  
o u t c o m e  ( K E I  -  K e y  
E x p e r ie n c e  
In d ic a t o r )  

A c t ,  It e r a t e  a n d  
s h a r e

Do n ’t  j u s t  m e a s u r e  -  
e v o lv e .
A c t  t o  c o n t in u o u s ly  
im p r o v e .
S o c ia l i s e  t h e  
m e a s u r e s  a n d  
im p r o v e m e n t s  
( in t e r n a l ly  a n d  
e x t e r n a l ly )



7 .  CHAN G E

Heraclitus

“Change is the only constant”



7 .  CHAN G E

N O  CHAN G E

CHAN G E

Heraclitus

“Change is the only constant”

Pe r fo r m a n ce

CHAN G E
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TO BOOST CX PERFORMANCE



THAN K YO U

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

www.linkedin.com/ in/ ka tie-sta bler-ccxp-6475278a

www.cultiva tecustomerexperience.com

Ka tie@cultiva tecustomerexperience.com

Ka t ie  S t a b le r
CULTIVATE Cu s t o m e r  e x p e r ie n ce  b y  d e s ig n
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