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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 launched 

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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85% of senior business leaders say that just 
differentiating on the physical - traditional is no longer 
sustainableé

Source: Marketing forum original 

research
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Customer Experience Definition

A Customer Experience is an interaction between 

an organization and a customer as perceived 

through a Customers conscious and subconscious 

mind. It is a blend of an organizationôs rational 

performance, the senses stimulated and emotions 

evoked and intuitively measured against customer 

expectations across all moments of contact.
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Seven Philosophies for Building a Great Customer 
Experience

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 ñOutside Inò rather than ñInside Outò 

6. Revenue generating and can significantly reduce costs

7. An embodiment of the brand
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