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My mission:

“To create fewer

ruined days
for customers”
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TODAY'S PRESENTER

Jeannie Walters

CEO & Chief Customer Experience Investigator of Experience

Investigators

* Certified Customer Experience Professional (CCXP)

* International speaker and trainer

* TEDx Speaker, Forbes Coaches Council Member, National Speakers
Association Pro Member; CXPA Customer Experience Expert

* Published in Forbes, Leading CX publications, Pearson college
textbooks and many others

* LinkedIn Learning and Lynda.com Instructor

* Co-Host of Crack the Customer Code Podcast
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Customer Experience =
(Perception — Expectation)
X Emotion



CUSTOMER EXPERIENCE MEANS GROWTH
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‘.;; In the past year,

experience-driven businesses:
O

o Increased revenuel .4 times faster and
o o o °
ﬁ\ customer lifetime valuel.6 times more
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95% of customer service
leaders believe
understanding customer
history is an important
factor for chatbot success.

AUTOMATION IS
EXCITING!!



Only 55% of these
leaders believe they
have these capabilities

today.

BUT IS IT READY?
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COMBINE AUTOMATION WITH HUMAN
NUANCE



EMOTIONS

AREN'T JUST
HAPPY OR SAD
FACES




REALLY, TRULY

KNOW YOUR
CUSTOMERS.




1S THIS
YOUR
CUSTOMER?
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EMOTION IS EVERYTHING

70% of the customer’s
journey is dictated by
how the customer feels
they are being treated.




ACME Customer Service Call Journey

Customer receives
upgrade code via is friendly and quick help: “May | help
to solve the issue. with anything else?”

Cool music plays Agent invites
while customer customer to submit a
waits- 2 minutes touch-tone service
rating.

Customer has trouble
validating. We're
here to help!

Customer calls our

dedicated tech
support number for

| Call volume is high Customer gives a
but wait time is five star rating,
reasonable. because we rock!

assistance.
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“It's always
been done

this way...’



|mprovemen’r IS never

rec:lly flnlshed
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e JOURNEY 13 OUR"".

CUSTOMERS S, USING BOTH
OMATION AND
77 HUMANITY. =
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CREATE TRUST,
CONVENIENCE, AND
CHOICE'FOR YOUR
CUSTOMERS
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21 DAYS OF INSPIRATION AND
ACTION AROUND CUSTOMER
EXPERIENCE!
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