
 
Preface 
The  and how of  book 01 

Foreword 
Christina  Head of Customer Experience and Innovation at  Mutual Wealth 
Steve West Customer Management and Brand Protection Specialist 03 

Introduction 
Life as a customer experience professional 
The secret diary of a customer experience professional (aged 41  04 

PART 1. THE FUNDAMENTALS 
Establishing a firm footing - an introduction to the   

Chapter 1 - Readiness 
Understanding how ready your Organisation is for a customer experience strategy  
The Customer Experience Readiness Scale  
Customer experience  - the story of JC Penney 28 

Chapter 2 - Belief =  (outward) and skills (inward) 
Building your authority 31 
Assessing your  readiness 34 
The CEO who waits on tables 36 

Chapter 3 - Strategy 
Customer experience strategy - the missing link 39 
Creating a strategy Statement 42 
Authenticity, the key to unlocking the greatest customer experiences 46 

PART 2. CULTURE: CONNECTING PEOPLE TO THE STRATEGY 
Employees, customers, and leadership - in that order! 52 

Chapter 4 - Employees 
The  of  experience  
  profiles - creating a direct connection to customers 58 
The curious case of the business that  up to its  59 

62 
Chapter 5 - Customers 
Walking in customers' shoes -  we do, not something we say 
Getting  with getting  64 

 and direct  - how 02 turned employees into fans 65 

Chapter 6 - Leaders 
Helping your leaders trust their people 68 
Choose one thing, and say  70 
The British Airways  who got out of his seat 71 

72 

Golding, Ian
Customer what?

digitalisiert durch:
IDS Luzern



PART 3.   HAPPEN  PRACTICE 
The  of the trade - knowing how (and when) to   76 

Chapter 7 - Doing / the journey map 
The six functions of your journey map 80 
  by  
Cost out, experience in - a  of two banks 

PART 4. SUSTAINING 
From starting the movement to safeguarding momentum 

Chapter  - Writing your story 
What if? Seven common challenges 
Square pegs in round  

81 
97 

Chapter 8 - Doing /  
Establishing  facts 102 
How to  measurement to your journey  
Feedback as a touchpoint - a lesson in how not to do it  

Chapter 9 - Doing / priorities 
 roadmap 115 

The vital five -  your strategy Statement  
Random to intentional. Right skills, right priorities  

Chapter 10 - Doing /  
Start with the customer  and work from there  
Designing for value  
Correctly  the challenge  
Personas  
Collaborating with customers  
One customer, three  experiences  

148 

Chapter  - Governance and reward 
Establishing accountability  
Top down and  up  

 supporting   
True accountability needs freedom and safety  

 hours - how a  of bread helped  customer experience  

161 
163 

 you 
Customer experience heroes 167 

 thoughts 
Diane Magers, CEO of the Customer Experience Professionals Association (CXPA)  
Beth Richardson, CCXP  

Endnotes 173 

 186 


	001329359 [TOC]
	Inhalt
	Seite 1
	Seite 2



