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Good is not good enough anymore

NPS SCORE 11 ↑+2

NPS, CSAT or other?

CX TEAM? 

CCO?
NPS 11
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Customer Expectations
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Getting the basics right
Functional aspects

Emotional aspects

A shift
towards 
emotion in 
CX

?
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What CX can 
learn from 
Brand
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Align the brand story with the
delivered experience

Prevent the brand delivery gap

ALIGN BRAND AND CX 
TO OVER EXCEED

There are no bad brands and 
the basics are right
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But this is not an easy task!

Brand studies CX studies

Marketers Business executives Users

Functional + Emotional Functional 

Marcom strategy setting Broad customer strategy setting, 
operational touchpoint improvements

Consumers Customers

Design

USE

Target
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你好

?

مرحبا
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CX wants emotionally attached 
customers as well
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Satisfied and
Emotionally

Attached

Dissatisfied
Functionally 

Satisfied (only)

Meets needs, Reliable, Satisfied
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Dysfunctional

< 2%

4 countries

8000 interviews

3 industries

Emotional Proof

Adding the emotional layer can only be done if the 
basics are right
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Satisfied
& Emotionally   

Attached

Functionally
Satisfied (only)

Dissatisfied 22 11
36

-46

56
40

70

25

88
7281

Likelihood 
to continue ‘Promoters’

Cross-sell / 
‘Use more’ NPS

68

Emotions really do matter...

The rewards for adding emotion
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In Summary

GET THE BASICS RIGHT
UNDERSTAND YOUR CUSTOMERS 
EMOTIONAL JOURNEYS AND DRIVERS

ADD EMOTIONAL QUESTIONS TO 
YOUR EXISTING STUDIES

ALIGN /INTEGRATE 
BRAND AND CX RESULTS

and work closer together
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Hello
Hello

Emotionally attached 
and loyal customers 

in an aligned 
experience!
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THANK YOU


