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The Beyond Philosophy Perspective

Customer Experience 

is all we do!

Thought leadership is 

our differentiator

Offices in London, 

Atlanta with Partners in 

Europe & Asia

Fourth book launch in 

September 2010

Focus on the 

emotional side of the 

Customer Experience

Links with 

Academia
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We are Proud to Have Helped Some Great Organizationsé
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The Study Basics
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Å Methodology

Å Quarterly online survey via 

online panel

Å Sample Characteristics

Å 1015 respondents

Å 50% USA; 50% UK

Å Perspective

Å Action based on a single 

complaint

Å ñIf you have made more than 

one complaint/ comment 

please answer the survey 

with just one in mindò
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When customers have an issueé
Something is missing in the experience
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Customer expectations are not met

Comments
When customers share gripes 

with others via social media

(1:World)

Customer tolerates it Customer takes action

Customer walksCustomer talks

Customer interacts with company

Customer expectations are met

Complaints
When customers inform the 

company directly of issues

(1:Company) 
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