L)

]

{

|
‘/’/"" u/‘

Implementing a successful customer experience program entails making
your brand promise and vision come to life, aligning and empowering
employees and partners to deliver.

Andrew Reise consultants utilize tried-and-true processes and
methodologies to develop actionable initiatives that, when executed
correctly, deliver the desired future state.

Here’s how we do it:
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Vision and Alignment ‘ ¢ '
The vision must become a part of the 9

business’s culture. This is your North e
Star that aligns the brand promise,
customer experience, and the strategic

direction of the company.
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Voice of the Customer

To understand what is most important
to customers, what drives them to buy
from you, and what keeps them coming
back, listening to the voice of the
customer is critical. Surveys, industry
and market research, interaction
analytics, and other methodologies
provide snapshots of how customers
feel about at every touchpoint

of their journey. There’s no arguing
with customer feedback and the insight
it provides about their wants, needs,
and preferences.
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Map the Customer Journey

A visual representation of the customer k
lifecycle with critical moments across q
their journey uncovers customer pain '
points and opportunities to mitigate

them for an improved experience. The a v[
map highlights when and why customers ;
connect with employees, technology,
processes, and so on.
Every time a customer interacts with

your brand, there is an opportunity to
drive brand loyalty. Outlining these
moments creates a start-to-finish

Heiel pelis . Capability Assessment

With a capability assessment, an
understanding emerges of a team’s
current maturity scored against
best-practice customer experience
capabilities versus the desired future
state. This provides a gap analysis to
inform and prioritize where to invest
Future State limited time and resources.
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Experience Design
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What enhancements or new touchpoints

> <
will be made to the customer’s '&‘
experience? The ideal future state of

the organization must be driven by
customer insight, centered around @ L. .
human design, and grounded in reality. Prioritization and Road Map

Prioritization includes items such

as: understanding the value to the
\ / customer, identifying the value to
the business, mapping the cost of the

-F initiative and the risk of implementing.

When all of these items are considered a
Adoption and Execution QU;}

clear prioritization appears.
It’s helpful to generate a visual

representation of the necessary
changes with a realistic list of initiatives
that must provide value for both the
company and the customer. Is there the

capability to successfully implement the N\
chosen initiative? Quick wins that yield
almost immediate results help secure
buy-in for tackling future challenges.
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| have full trust in Andrew Reise’s ability to deliver Even though Andrew
upon not only what has been scoped as part of a Reise is technically a
project but also anything else which may arise along third party, their ability to
the way (knowing that projects rarely go directly as infuse themselves into our
planned). | also feel reassured by Andrew Reise’s organization has made them
ability to quickly come to speed in understanding the a trusted business partner.

landscape of our organization.

Despite being a third The nature of our organization lends itself to hurdles
party to our organization, arising, but even with these hurdles, Andrew Reise
interactions with Andrew was there for us along the way to adapt to what we
Reise felt natural and not needed. It was refreshing to have our partner be able

like other experiences we’ve to pivot quickly along with us and our needs.

had when working with
consultants. Andrew Reise
was keen in being able to
adapt to the needs of our
various internal audiences.

» Creatively Inspired » Passion for Growth
» Client obsessed » Fun
» Confident while Humble
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https://www.andrewreise.com/insights/7-essential-elements-of-any-cx-program
https://www.andrewreise.com/insights/7-essential-elements-of-any-cx-program
https://content.andrewreise.com/request-a-consultation

