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HAVING A SEAMLESS CUSTOMER
EXPERIENCE MAKES ALL THE DIFFERENCE
IN THE SUCCESS OF YOUR BUSINESS.

If interactions with your organizations are positive, then the people you serve will return.
Articulating a thoughtful and potent strategy to support your customer journey allows for numerous
benefits down the line, as this instrumental groundwork is the foundation for future rewards.

There is a significant difference between Customer Experience and Customer Service. Customer
Experience (CX) is a process where every touchpoint a customer has with your brand is part of their
journey with your company. Customer Service is a singular interaction or a series of associations
with your support teams. Customer service impacts the customer experience. And CX makes all the
difference in creating brand loyalists.



Strategy is the Differentiator WORKING

Formulating an effective strategy for a robust customer experience is key to your success. It keeps you
on track to hit set goals, it allows for accountability across teams, and it provides the opportunity to
map back data and insights.

So, what does this entail? It’s everything from your products and services, to your teams, to your
website, social, customer service and more - anywhere a user interacts with your business.

ITIS CRUCIAL TO LOOK AT EACH AREA, AND CREATE A STRATEGY
FOR HOW A USER INTERACTS WITH YOUR BRAND.

Recent studies show that a successful CX strategy “requires the entire organization to be
customer-centric.” If you focus on putting the customer first in every channel, you have an advantage.

What Gonstitutes a "Customer Experience"?

Products and Services

People (Teams, Sales, Customer Service)

Omnichannel Touchpoints (Website, Social, Chat)

Process and Systems

Response Time to Issues/Questions
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Any effective strategy begins with research - on your competitors, on current trends, and within your
own organization. What is working and what is not? Look at your data and insights. Talk to your teams.
Most importantly, talk to your customers. Surveys and polls are illuminating when it comes to really
understanding how consumers are interacting with your brand. If you don’t know the issues from all
sides, how can you develop a successful strategy?

START WITH YOUR CUSTOMER JOURNEY, AND DEVELOP THE
METHODOLOGY FROM THERE.

Research and Methodology

@? Customer Journey Review

Competitive Analysis

GConsumer Research

Marketplace Data

Define how this information aligns with your
mission and vision
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Who I8 Your Audience?

Determining your audience, and drilling down on their needs and expectations, is invaluable in
informing your strategy planning. Utilize the customer journey mapping you have already created and
define your personas. Maybe you already have personas, but they haven’t been updated in a while.
Those should be reviewed annually, because things rapidly change in every work environment. Who is
your audience? What are their backgrounds and interests? What problems are they trying to solve? If
you don’t know who you are talking to, it’s impossible to successfully answer their needs.

x4l 100k at Every Channel

You have more opportunities than ever before to interact with your customers. Any customer journey
touches multiple pathways, so looking at your strategy with an omnichannel approach is most
beneficial to your CX. If everything works together as one, then you must consider every touchpoint
and how to effectively maximize its influence on users. Inconsistent experiences may lead customers to
switch brands so it’s important to build relationships on positive interactions.

Measurement is Critical

If you aren’t looking at how things are going, how can you improve? Analyze your data and insights
from every touchpoint. Survey your customers and determine their satisfaction with your brand. The
more satisfied they are, the more likely they will recommend your business to family and friends. Check
in with your customer service teams. Are there any trends they are seeing or hearing about from users?
Are you looking at response or average handle time? One of the easiest ways to determine customer
satisfaction is to send a survey after every interaction. Maybe social polls are an avenue to consider.
Examining how your business is operating on every channel will help you determine the best strategy
going forward.
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Going back to that customer journey mapping, look at your design elements across the experience.
Have you heard from customers that something is clunky or hard to use? Fix it. Does your brand
appearance or website need a refresh? Things to consider include responsive design, eye-catching
images, multimedia options, parallax scrolling and more. Also consider your design needs to convey
your culture and professionalism. Is it easy for users to navigate and find what they want? Does it
encourage conversions? Maybe your social media branding needs updated. All things to consider when
taking a fresh look at your design across channels.

Brand Website
Appearance Refresh

Culture Navigation Conversions

Greate Breakthrough Experiences with Tech and Al

Keeping up with the latest technology is not only a financial investment but also of time and effort.

Having a dynamic digital infrastructure helps your teams support your customers effectively. For
instance, maybe you don’t have the ideal number of agents at the moment, but chat bots might help to
start the response process and get people to the right place quickly to start resolving their issues. Look
at how your tech is currently supporting your business needs and see if that needs to be addressed in
your strategic planning.




Spread the Word & Optimize =~ WORKING'

@ Educate and Communicate

Once you have determined your strategy, communicate it widely through your company. Empower
your employees to give feedback and let you know what they are hearing on the ground. Train your
staff - and re-train them - to handle new types of issues as you see them. Your customer service agents
are in a prime position to promote your brand. If they are professional, friendly, helpful, authentic,
respectful, and empathetic, your business will reap the benefits of those positive interactions.
Providing your teams with the tools and capabilities to address customer issues efficiently only helps
their productivity. The industry and the world changes so quickly, so it’s imperative that you manage
your staffs’ needs so they stay motivated and inspired. They are your most important assets in
achieving customer satisfaction.

Gonsistency is Key

If your customers know they will have a consistently positive experience when they interact with your
business, they are more likely to return. This is how you build brand loyalists. You want them to feel
confident that their expectations will be met, every time. And it helps build trust. If every touchpoint is
seamlessly integrated and the result is positive, your opportunity to create long-lasting relationships
increases, allowing for higher returns on revenue.

Keep Your Ears Open

Take every opportunity to listen to customer feedback, and then quickly address issues and adapt your
business to those needs. You may need to refine your products and services or engage in additional
training for your agents. Regularly assessing ways to improve the customer experience will help solidify
their trust in your brand and keep them coming back to you for more.



Strategy Checklist WORKING

Strategy is all about having a plan of action to help you achieve results. Increasing your bottom line,
creating brand loyalists, and empowering your employees to succeed are all potential outcomes of

implementing an effective CX strategy. Now is the time to get started on crafting a clear roadmap to

positively affect your business.

Research and identify goals and objectives

Determine your audience and their needs

Re-evaluate and review design elements

Embrace tech and Al

Utilize an omnichannel approach

Analyze data and insights

Educate and communicate

Strive for consistency
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Listen and adapt
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Smarter Outsourcing. Scalable
Technology. Better Business.

ArenaCXis the global marketplace platform where companies build, sustain,
and scale their CX operations.
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