Stop Selling.Start Serving:

Why Customer Experience Is the Key Growth
Strategy
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Customer Experience (CX) Is every Interaction
you have with your guests, delegates and
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atmosphere and the service.
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Customer experience Is
kbyknri Ga nof C
single moment, but it can
be broken in one.
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Every customer has more
choice, more voice, and
more power than at any
other time In history




We all have the power to
enhance or diminish the
Customer Experience
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Do 1t so well that when people
see you do it they will want to
come back and see you do it ko GETRL
again and they will want to bring  |REEESESEEEE [Mia
others and show them how well -
Uty Gt Ilyo Uty el

Walt Disney 2
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80%

CX leaders grow revenue 80% faster than

8 O % competitors

84%

businesses that improve CX see revenue
Increases.

O 140%
O Customers who rate their experience 10/10

spend 140% more and stay loyal up to 6x
longer

140%



CXis warm & fuzzy
The Facts

A CX grows revenue faster

A CX increases revenue

A CX reduces costs

A CX increased staff
retention

Customers are the same CX Is better technology CX is Expensive

The Facts The Facts Truth
In order to deliver great CX, you soUnNn22yIl RI'UKRKURE KXP RERXRNRIENTARS ST € KR
need to know your customers... customer experience and work create the biggest impact

AT NaK? ERNTOUDK a t badR towaRl khBl fechnology,

A Their behaviours {t UKRKNT RUKNT BE.RZa2RabUnt gnNzR

A How they want to feel Steve Jobs
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make customers happier; it makes businesses
healthier - faster growth, higher profits,

better staff retention and customers who stay,
spend, and recommend.



Integrity

Being trustworthy
and engendering
trust

Resolution

Turning a poor
experience into a
great one

Expectations

Managing, meeting
and exceeding
customer
expectations

Personalisation

Using individualised
attention to drive
emotional
connection

Time & Effort

Minimising
customer effort and
creating frictionless

connection

Empathy

Achieving an
understanding of
KNT RGNEKUTT b
circumstances to
drive deep rapport






Customer - centric excellence sustains brand
resilience across sectors. KPMG, The Big Shift

CThe Improvement in customer experience has
been driven by the core pillars of Empathy,

A =4
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Remove Surprise
Friction & Delight
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can have the biggest
Impact
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Your customers, whether
you Know It or not, are
Interacting with brands
that are prioristing
Customer Experience




Personalisation

Human Edge

Community

Experience




georgiestayches.com



