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' B LYNN BAKER

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 - Dubal

Vice President — CX University.com
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THE AGE OF
CUSTOMER

EXPERIENCE
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definition - customer experience (CX)

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

W H AT | S experiences a customer has with you and your brand.

CUSTOMER
EXPERIENCE (CX) ?



experience

Definition of experience

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

It’s about how we make customers feel




experience

we no longer sell products & services
we create experiences
that build relationships of trust




WHY IMPROVE CX?

The top three reasons why businesses
proactively manage and invest in
customer experience are to:

WHY
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Addressing each of these
reasons can positively impact
bottom line revenue.
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CUSTOMER
SERVICE

one dimensional view



leWw

ion of v

CX =360° dimens

3 | 4 restaurant case ))

customer journey map

& | ( ) ( )
§| l PRE-ORDERING J > ! CONSUMING )
=
2

EMOTIONS

X

V?a

[ —
=
(7))-
(DLL
zC)
awm
QE
w
=
<

\
Office lady feels

stressed by very
busy working
schedule. Starts
looking for place
to relax during
lunch time,

She checks her
mobile and finds her
favorite restaurant.

She is irritated by
unfriendly website.

She finds great 3 B Excited by
menu including il ordering her
local ingredients S healthy menu
and health package. and free
Feeling happy. massage.
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' Disappointed

to have to wait
i line in the
restaurant.
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Finally Go back to
received her work relaxed
menu and ¢ and refreshed.
guidedto a - : —~
quiet areato K o A
get the free 'S
massage and
spend some
quality time,
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] iPad available at the table
tmo’ health packagcj ordering module J L IPad available at the table




experiences
N

1

Cup of Coffee




Friendly & Coffee

Positive snewiedecanic taste &
- ackin :
Feellng o P g Goodbye with
Coffee smell & genuine smile

Store background music
Gratify location & o
appearance e Coffee
0 n-store varieties

@ “See and @

Coupon to Seat comfort be seen”

buee & tidines @ Free trial

of new

Satisf decoratio Serve
y e , yourself milk products
Warm greeting & sugar
by staff Accept credit Washroom

cards @ m IS SO-SO

Neutral
' :
(6) (17) Time

Bad ' A Free . . Limited
e quite @ magazines,
Long expensive m Not easy no Ipternet
queue Long waitto  to find a KIOSK
Horrible get coffee- >
Negative

20 touchpoints in 1 Cup of Coffee

Feeling




WHO IS OUR CUSTOMER TODAY?
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INTRODUCING
GENERATION CX




WHAT

CUSTOMERS

WANT
2019

TRENDS
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convenience
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Amazon.com Customer Journey Map
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= Grateful Clarified
1 also wonder how the list of artists

that are recommended are chosen...
How does that selection get done? And

BASELINE @ <
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how do you make requests for it or
" maybe you don't
Skeptical i
U
L
...wonder how much of what is CTE
actuolly availoble is disployed in the Unsure i -
opp. How often does amazon add =i
music to amazon prime? I think that ol
the free song selection would get
boring over time... =

Unexcited ~

...over this week the prime albums
pretty much never changed... | should
have new stuff on top. Makes for o
tired looking Ul...folks are used to new
content all the time...

EXISTING PAIN-POINTS

Convey breadth of selection Showcase growing catalogue

Discover new music through Personalized Recommendations

Artist-centric browse facets Recs improver Recs help documentation

OPPORTUNITIES

Specificity and transparency in labelling content

Enable muitiple customer-friendly browse facets

>;‘©,

- Assisted

Accommodated
Confident
It really is tough to find new artists you
might like and amazon music is not
very good at it yet... | am hopeful, but
in the meantime there is spotify
Getting more used to the layout and & ’@ =
yet | still have some trouble finding — Hopeful
who [ wont.... | would like an artist tab. -
O if it's there, Im not seeing it T
i
-
-
]
i R Inconvenienced
@
Bothered

thow om | supposed to find other music
1 might like if there is nothing
recommended for me... | wish there
was more variety or suggestions
(similar to Pandora).

Implicit and explicit feedback for recs algorithm

Content strategy for dynamic and timely content

‘Don't make me think’ (lean-back) playba

In-app feedback

Served

Finding the artist took o little long. |
had to type in the entire name and
then hit enter_. On pandora [ anly
typed the first name and the ortist
popped up as o selection. Much better.

Bothered

Prime-only filter

mation scent

Auto-complete

Genre searching

Accomplished

Frustrated

Cross-content relev.

Rich entity search e.g '~

delivery times!!

Accustomed Assured
Knowledgeable

After using the opp for a week | still
feel that the menu isn't put together in
an eosy to use way. There stould be
only 2 options - Amazon Library and
My Library.

I'wanted to try and play the playlist |

had dovmicaded while there. | hod o

hard time finding it ogain. It wasn't in

the download folder anymore yet the

one song | downloaded wos in the

foider. Very confusing to me. | spent
~ about 10 minutes ... trying to find it.

T~
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Confused

There are two different kinds of
downloads then. What's the difference
between ‘Recently Dovenloaded” and
‘Downloads? Why is 'Piano Man' in one
but not in the other?*

Go-to ‘artist’, ‘playlist’, ‘album’ hooks

Transient download queue

sal search

Adding playlists adds songs

Just-in-time contextual help

In-Control

1 tried to find the playlists that | had
added yesterday from the Prime
selections but kept ending up back at
music that had downloaded, which
wasn't what | was looking for.

Disoriented

Re-find

Pre-caching

Rich entities appearing in 'recents’

Masterly = @
Effortless

recently added and recently
downlooded still aren't very useful..
Those just show albums or individual
songs I've added and not ploylists...
Playlists are exempt from the way
everything eise is shown or deleted or
used With the different rules for
playlists.... it's hard to master the app.

s e == (D)

Inconvenienced

1 selected albums from the menu and
chiose a song to play from songs that
hod been downlooded to my device. I'd
like some way to see where G song is in
other categories on the menu.

Consolidated ‘Recen

Simplified navigation




amazon
~— Prime Air







HOME BUYING TIPS & TECHNIQUES

The 8 Best Real Estate Apps of

2019

House hunting just got much easier

00

2 Zillow

Reimagine the way home.
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personalised experience




NETFLIX




Netibe cinio @ aalornotilbc oy

Lynn, we just added a movie you might like
o lynn@executivepresence.co.za

If there are problems with how this message is displayed, click here to view it in a web browser.

For Lynn
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H4

humanised
experience

‘ : a n C{O the power of emotional connection
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POINT OF CONVERGENCE
IS WHERE REAL CX HAPPENS
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Apple 3 F’s of empathy

Feel
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the future of real estate
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Frictionless experience




Steps To
Buying
A House

Complete Guide For

Home Buyers Inside!
* 0 0 0000000000000 000°°TS s v

SHENCHR

1.) Research 2.) Check 3.) Find a TOP
Credit Realtor®

@o@o&

4.) Get 5.) Learn About 6.) Begin
Pre-Approved The LOCAL Market Shopping Online

®o@®o®

7.) Find The 8.) Make An 9.) Complete
Perfect House Offer Inspections

°o©)o(#)

10.) Apply For 11.) Bank Appraisal 12.) Final Walk
Mortgage Is Completed Through

ORIC

13.) Closing & Get Keys 14.) Move In!

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



CUSTOMER JOURNEY = TRADITIONAL PATH TO PURCHASE

explore

experience

stop focusing just on the point of purchase



detach & disappear

oy, o, of; customer returns
,'3 engage W 9 o
- & form
perceptions 03

consider

& compare 02 explore

@

experience

detach & disappear
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