The Seven Philosophies for Buﬂdlng a Great
e CUSTOMET EXPETIENCE.

The DNA of
Customer
4 ‘3 Experience /\

Colin Shaw
Founder, Beyond Philosophy

Beyond Philosophy © All rights reserved. 2001-2010 www.beyondphilosophy.com




GoToWebinar Example

\0
Interface ?’,»

Audio: Useyour microphone and speakers (VolP)or call inusingyour telephone.
Dial:

Access Code;

Audio Pin:

www beyondphilosophy.com

2]

s start

Beyond Philosophy © All rights reserved. 2001-201 WWW. beyO nd P hiloso P h y.com

Fie view Hep  ojm)
=] Audio

Audio Mode: @ Use Telephone
' Use Mic & Speakers

Dial: (805) 879-4135
Access Code: 105-745-644
Audio PIN: 74
If you're already on the call, press #74# now.

Questions Log

Welcome! Please type any questions/comments
in the Question and Answer section of your
control panel.

[Enter a question for staff]

Give Online Punch
VWebinar ID: 576-754-892

Golo\vebinar™

| O ) o R A RESERT




The Beyond Philosophy Perspective
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differentiating on the physical - traditional is no longer

I 85% of senior business leaders say that |ust
sustalnabl eeée

Source: Marketing forum original
research
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A Customer Experience Is an interaction between
an organization and a customer as perceived
through a Customers conscious and subconscious

mi nd. |t 1 s a blend of
performance, the senses stimulated and emotions
evoked and intuitively measured against customer

expectations across all moments of contact.
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Experience

I Seven Philosophies for Building a Great Customer

Great Customer Experiences are:

1. A source of long-term competitive advantage

2. Created by consistently exceeding Customers physical &
emotional expectations in areas that drive value

3. Differentiated by focussing on stimulating planned
emotions

4. Enabled through inspirational leadership, an empowering
culture and empathetic people who are happy and fulfilled

5. Designed nAOutside I no rather than Aln
Revenue generating and can significantly reduce costs
7. An embodiment of the brand
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