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Good is not good enough anymore
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Emotional aspects
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There are no bad brands and

the basics are right

Align the brand story with the
delivered experience

Prevent the brand delivery gap
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Functional + Emotional Functional

Broad customer strategy setting,
operational touchpoint improvements

Consumers Customers

Marcom strategy setting







CX wants emotionally attached
customers as well
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Adding the can only be done if the
basics are right
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The rewards for adding emotion
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In Summary

UNDERSTAND YOUR CUSTOMERS
EMOTIONAL JOURNEYS AND DRIVERS

ADD EMOTIONAL QUESTIONS TO
YOUR EXISTING STUDIES

ALIGN /INTEGRATE
BRAND AND CX RESULTS

and work closer together



Emotionally attached
and loyal customers
in an aligned
experience!
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