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2020 accelerated customer experience trends

customer experience



We are in the age of the customer

Age of Manufacturing Age of Distribution Age of Information Age of the Customer

Are you 
here?



Buyers have more power than sellers

Research Meet the seller



Customer expectations 
have changed

Easy to research

Easy to buy from

Easy to engage with

Easy to  get service



CX is a differentiator… 
but not everyone 
is doing it well

Food

Entertainment

Pets

Payments

Servers

Transportation

INCUMBENTS

DISRUPTORS

B2C

B2B



Product Website Sales team Customer 
service team

Billings
department

Community

Customer experience 
= customer perception of interactions 

with your company



There is an art 
and a science 
to Customer
Experience

Culture

Discipline



Start with art, which is culture

Values
● Solve for the Customer

● Part of our DNA

Practices
● Deep listening posts 

● Company meetings

● Customer-first meeting 

● Voice of Customer program



End with science, which is discipline

Aligned Strategy

Aligned Teams Aligned Systems

Aligned Incentives



Aligned Teams

Sub-optimal impact Vectors aligned = maximum impact



Aligned Strategy

Function out Customer in



Easy to Align

Aligned Systems

Easy to Adopt Easy to Adapt



Aligned Incentives

Company’s 
success

Customer’s 
success

Functional Success



Choose to Challenge

Short-term thinking

Bottom-line thinking

Function-out thinking



Thank you


