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• Customer Experience Specialist (CXS) (CX University)

• Disney Institute – Quality Service Certificate

• Disney CX Summit 2018 – Disneyland, California

• Judge – Int’l Customer Experience Awards - Amsterdam

• Judge – Gulf Customer Experience Awards - Dubai

• Vice President – CX University.com
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WHAT IS

CUSTOMER 

EXPERIENCE (CX) ?

definition - customer experience (CX)

the end-to-end customer journey - the culmination of all the small 

experiences a customer has with you and your brand.



experience

an event that leaves an impression on
a person – positive or negative. 

Definition of experience

It’s about how we make customers  feel



experience
we no longer sell products & services

we create experiences
that build relationships of trust
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P R E S E N T A T I O N  

T E M P L A T E

www.envatomarket.net
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EXPERIENCE
IMPORTANT



CUSTOMER

SERVICE

Vs

CUTOMER

EXPERIENCE
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CUSTOMER

SERVICE

one dimensional view
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experiences
in 

1
Cup of Coffee



20 touchpoints in 1 Cup of Coffee



WHO IS OUR CUSTOMER TODAY? 

INTRODUCING

GENERATION CX



WHAT 
CUSTOMERS 
WANT

2019

TRENDS 
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CX TRENDS 2019

convenience

#1





delivery times!!

Amazon.com Customer Journey Map
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CX TRENDS 2019

personalised experience

#2







BMW iVision - Future Interaction 
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CX TRENDS 2019

humanised 
experience

#4

Kando the power of emotional connection





CX

POINT OF CONVERGENCE 
IS WHERE REAL CX HAPPENS



Felt
FeltApple 3 F’s of empathy

• Feel
• Felt
• Found



the future of real estate
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CX TRENDS 2019

Frictionless experience

#5



How you see the customer journey

How your customer sees your customer journey



HOW
DO WE COMPETE IN

THE AGE OF EXPERIENCE



FULLY 
UNDERSTAND
THE CUSTOMER JOURNEY



| stop focusing just on the point of purchase |

use /
experience

CUSTOMER JOURNEY = TRADITIONAL PATH TO PURCHASE



explore use /
experience

engage 

& form

perceptions

consider

& compare

use / experience
research

services

Identify a need

detach & disappear

detach & disappear

customer returns

01

02

03

04

05

06
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