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Webinar Flow

Introductions and Instructions 5 minutes
Research Findings 25 minutes
FiWhat can you do abSonintitesi t é
Questions and Answers 15 minutes

Feedback Questionnaire 2 minutes
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The Beyond Philosophy Perspective
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Customer Experience Thought leadership is Fourth book launched
is all we do! our differentiator in September 2010

London
Business Cranfield

UNIVERSITY
School School of Management
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Offices in London, Links with Focus on the
Atlanta with Partners in Academia emotional side of the

Europe & Asia Customer Experience
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Customer Experience Trend Tracker Research

1,000 interviews (Organization Managers and Consumers)
UK and USA
Online survey 55-64 18f4 25.34

s

Shops: 45-54
Retail/Restaurants/etc.,

7.50%
Transportation [ Travel, A e
6.60%

Industries

Utilities / Energy, 3.80%

--H/ IT and

Telecommunication,
9.10%

Other , 36.10%

Financial Services,

Hospitality [ Leisure,
9.80%

3.10%

Public Sector/

Health related Non profit, 14%

Services, 10.10%
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A Customer Experience is an interaction
between an organization and a customer.

't 1 s a blend of an or
performance, the senses stimulated and
emotions evoked, each intuitively
measured against customer expectations
across all moments of contact.
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The Experience Gap

<€—— Consumer Organizations =—>
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Emotional Gap

Understanding How Customers Feel
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1 The gapi customers feel
more negative than
organizations think

F1 The customer experience
Is bland: it is not as
positive as organizations
think!

F1 Customers do not
distinguish between the
different emotions. This is
an opportunity for
differentiation

Source: Beyond Philosophy CETT
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