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My mission:
“To create fewer 

ruined days 
for customers”
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EXPERIENCE
IS 

EVERYTHING

95% Unconscious

Viewpoint is critical

12 positive =
~ 1 negative
experience

Cognitive Dissonance

Amygdala power: 
2/3 negative energy

Emotion is 50%
of the Experience

Customer Experience = 
(Perception – Expectation) 

x Emotion 



CUSTOMER EXPERIENCE MEANS GROWTH

In the past year, 
experience-driven businesses: 

Increased revenue1.4 times faster and 
customer lifetime value1.6 times more 

Forrester, 2018



ROBOTS AND HUMANS IN 
HARMONY







AUTOMATION IS 
EXCITING!!

95% of customer service 
leaders believe 
understanding customer 
history is an important 
factor for chatbot success. 

- Forrester



BUT IS IT READY?

Only 55% of these 
leaders believe they 
have these capabilities 
today.

- Forrester



COMBINE AUTOMATION WITH HUMAN 
NUANCE



EMOTIONS 
AREN’T JUST 

HAPPY OR SAD 
FACES



REALLY, TRULY 
KNOW YOUR 
CUSTOMERS. 



IS THIS
YOUR 
CUSTOMER?

YES!
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EMOTION IS EVERYTHING

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

- McKinsey



Customer receives 
upgrade code via 

email.

Customer has trouble 
validating. We’re 

here to help!

Customer calls our 
dedicated tech 

support number for 
assistance.

Call volume is high 
but wait time is 

reasonable.

Cool music plays 
while customer 

waits- 2 minutes 
max.

Tech support agent 
is friendly and quick 

to solve the issue.

Agent offers more 
help: “May I help 

with anything else?” 

Agent invites 
customer to submit a 
touch-tone service 

rating.

Customer gives a 
five star rating, 

because we rock!

ACME Customer Service Call Journey



ACME Customer Service Call Journey

My freemium 
features are 

missing.

I call the 1-800 
number on the 

website.

The person who 
answers says I called 

the sales line.

My call is placed on 
hold.

Music plays while I 
wait but CD is 

skipping and making 
me agitated.

A person from tech 
support finally 

answers.

Tech support puts me 
on hold again. I’m 
really upset now.

Lunch break is over, 
still no answer!

Try tomorrow I 
guess!? When this 
trial is over, I’m 

done!

“It’s always
been done 

this way…”



Still 
workin’!

Customer Experience 
improvement is never 

really finished.

Yup.



CREATE A CYCLE OF 
FEEDBACK AND ACTION 

ON BEHALF OF YOUR 
CUSTOMERS.



UNDERSTAND THE REAL 
JOURNEY OF YOUR 

CUSTOMERS, USING BOTH 
AUTOMATION AND 

HUMANITY.



REACT TO CUSTOMER 
EMOTIONS AND 

PROACTIVELY DESIGN 
EXPERIENCES TO CREATE 

POSITIVE ONES.



CREATE TRUST, 
CONVENIENCE, AND 

CHOICE FOR YOUR 
CUSTOMERS













“ I T  I S  T HE  PAT IE NT  BU IL D ING  
O F  CHARACTER ,  T HE  
INT E NS E  S T RUG G L E  TO  

R E AL IZ E  T HE  TRUTH ,  W HIC H  
ALO NE  W IL L  T E L L  IN  T HE  
FUTURE O F  HUM ANIT Y.”

- S WAM I  V IV E KANANDA
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“Let’s create fewer 
ruined days 

for customers”
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TEXT: EXPERIENCE
TO 66866

21 DAYS OF INSPIRATION AND 
ACTION AROUND CUSTOMER 
EXPERIENCE!
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