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Client Experience (CX): The overall perception a client has of your brand after interacting with your business
across the touchpoints of your client journey. It’s the sum total of how a customer feels through their
journey with your firm, including the level of reliability, trust, and service, and overall satisfaction derived
from the relationship with your firm.

What
is CX?
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1 Know your customers

The first siep ta delivering a great CX s ta
uneerstand who yeur customers are, what they
nead. and what they expect from you, You can use
various rmathods o callact and analyze custorer
data sich as surveys, Teadnack forms, reviews,
sooa medis, end araylics toals, You can also
sagment your customers nto diferard grougs
basad on their charactenstics, kehaviors, and

preferences. This wil hzlg wou tailer your procucts,

services, and comrrurication b each customer
segmand end craata more personalized ans
rakavant expedences.

2 Engage your customers

Tha secand slap lo salvening a greal CX is lo
engags vour customers throughout their jpumey
with your business, fram awerenass ta advocacy,
Yo can use varicus charnzls ang platfoems o
commuricate wih yau custamers, suen 3¢ eral,
phane, chat, social meda, and website. You can
glsouse vaious strategies and technigues to
attract, Tiform, ecucale, entertain, andinsire your
customiars, such ag cortent marketing,
starytaling, gamitication, and ayalty crograms.
The gaal is ta cregte & consisent and saamless CX
gcnoss all souchpoints and build rust and reppart
Wi YT CLSIOerE

3 Empower your employees

The third step 1o delvering a great CXis bz
RMSWer your empleyeses t provice excalent
custormes sanviee. Your emphogess ara the face
and veica of your business, and they have a girect
impact on haw your custamers percee and foe
anaut you. Yau can smposes yaur emgloyees by
prosiding them with the right frzinng, fosls,
TES0UnDEs, and incentyes to parfarm ther roles
affectively and efficianty. You can 2w encourage
ihem to usa ther creativity, intiative, snd 2mpatay
10 salve custamer problens and exceed customer
eypactatians.

4 Measure your performance

The fourth step ba delivering & great CX is ba
rmedsue vour performance end identify argss of
IMnpravernent, You can use vanaus metics and
indicatars ta ewalise how wall you are mesting
wvour cusiomer neads and axpactations, such as
customer satsfaction, nat prometer scare,
customer affort score, customer retersion,
custerrer ifatirea value, and cuslormer fsedback
‘Yol o &lso e various methads ta collkec: end
anayza custamer data, such as surways, fesdback
formns, resiess, sockl meda, and anglyics teols,
*¥ou can usd the insights fom these datata
imprave youwr produsts, services, processas, and
polcies and erhance your OF

5 Innovate your offerings

The f¥th step o delivaring 8 orest CXis to
rineete you olfaings and stay ahasd of e
SUPaE. ¥OU 2an LsR oS sources and methioss
ti genarate naw deas and salukians for your
sustamars, sueh a5 casbamer feadsack, maret
reszanch, cempetitar anatysis, Erainstorning.
protobyping, and testing. You cen aso usa varous
aparaaches and models toimelemert ard ranage
nnewEtior, swch as desion thinking, agie, lesn
ard szum. Theaim s ba craabe vaue for your
cuskamears ard dferentiata voursalf from your
Tempetitars

6 Align your culture

Thi sixth steg to calivering a graat CX s to align
yaur cutture and vision with your CX goals and
walues. You can use various toals and techniques
1o define and communicate your CX visan,
rrission, and values, such gs vision stataments,
value proposiions custome: persanas, custamer
jourmiey maps, end brand guidelines. You can also
use varizus metods and practices to foster and
sUsEAIN 3 customer-centrc culhure, such as
leaclership, tearwork, receanition, feadback, and
Izarning. The objective is to create a shared
urgarstansing and commilrrant to X excallence
amaong all your stekaholders.
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WHAT YOUR CLIENTS EXPERIENTIALLY NEED FROM YOU

FEATURES
What distinguishes your productized
service? What are covetable features

that make you stand out?

BRAND ASSURANCE
What does your brand communicate
about your behavior? How are you

perceived?
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BENEFITS
What are the exact benefits
that you and your team deliver

to clientse

PRICING
How are you articulating your
value to stay out of the fee

debate?

RELATIONSHIP
How integrated is your CRM2 Are you
nurturing the partnerships with CPAs,
frust aftorneys and other COls that

are working with your future clients2

|E, INC. & LIMITLESS ADVISOR

PRESENTATION
What are you giving, mailing,
sending to tell your clients you know
them?e The physical stuff matters

even more when virtual is primary.

EXPERIENCE
Write down the entire client journey from
infroduction all the way to the next gen
handoff. Create an entire client lifecycle

and you'll serve your clients better.
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A NIGHT AT THE THEATER

What to do?

Theater!

© 2023 EDUCE, INC. & LIMITLESS ADVISOR

2020

Choosing the act

Buying ticket

Parking the car
. Finding his seat

Ticket check . The end

Hanging his coat Act!


https://medium.com/@zbignevgecis?source=post_page-----f06750312150--------------------------------

Romantic date in the theater

: Jack
Jack plans his romantic date in the theater. He was looking for a sexy and sophisticated night out, to dress Sophisticated enviroment
his best suit, to be the best version of himself. He's looking for performance that would satisfy his idea of fun Performance should supplement “fun & romantic” evening
and romantic evening. The theater location should be near some great restaurant, that serves great wine Great bar/restaurant should work after the perfomance ends
and food, and would work after the performance ends.
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© Zbignev 0 AN bt : WINCI1 36515 819 ® Show the tickets 10 concierge vding your seat in the dar



https://medium.com/@zbignevgecis?source=post_page-----f06750312150--------------------------------

5 EVIDENCE
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Extermnal websites
Renview websitas

Theater webste

Online ticketing

T V-

E-ticket
Lber discoasnt
Restaurant discounts

Employes tag name
Theater parking sign

Theater sign
Emploves tag name
E-ticket
Mabile phone

Respands to chat
questions

Jrd pant online
ticketing system:
Ticket wizard

3rd pant onkne ticketing
system: Tickat purchase

3rd part email system:
Send tickets

Ard part online
ticketing system:
ticket check

Prepare information
about the theater &
peformances for
eoternal websites and
BppS

Reputation managemient

Analytics bogs visits

Prepare information
about the theater &

performances for
website

Ticketing database

Cummzr uaﬂabaﬂe

Payment process

Uber discount code

Partner restaurant
discount coupan

Sponsor managemant
department: arranges
restaurant spacial
hours and discount

Custorner database

Parking managemant

Ticketing database
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1 Know your customers

The first step to aeivering a great CXis ta
urderstand who your custamers ane, what thay
need, ana what they exzect fram yau. You can use
vanods methods to collect and Bnalyze custamer
Gt sUc 88 surveys, feechack forms, reviems,
gacial media, and enabytics baols. You can alsa
sagment your sustemers nia sifferent groups
s on tredr charactenistics, bebavions, ana
preferences. Ths wil help you talor your prodects,
sarvicas, and commun caticn to each custamer
saprnent s coeate more persenalzed and
feenEt ennerenGas,

2 Engage your customers

The = 1 sbep Lo delivering o greal CX Lo
ENzage your custamars througzhout their jaurmay
with vaur business, from awaraness 1o sdvacacy,
ou can use variaus channels and platformis to
COmimLriabe wikh your castamean, U as email
phone, chat, socia media, and weosibe, You car
glsc usa various strabagies &ng technizuss to
atiract, infarm, educate, entartain, and insgine wour
custoimers, such as cantent marketing,
sharyleling, gemilicetion, and oty programes
Thi goa s ta creake a consstan: and sesmbass CX
goross 8l touchzoints and build trust enc rapzar
with waLr customers.

3 Empower your employees

The third step o debweing a great CXs o
NGO your smpkyees Lo provise excelent
ouskomer sarvice. Your employees ara the face
and voica of your buzinass, snd they have a direct
impac: on hov your custamers percese and feel
azaut you. You can empower yaur emaloyees by
providing terr with tha right treinng, tools,
resaurces, and incent«es ta parfarm their roles
effectively and efficiantly. You can &so encoursge
them to s ther creativity, inftiathee, and armpatqy
o satee custames problems and axeesd customear
cxpectatiang,

ENGAGEMENT AUDIT CHECKLIST

FROM OUR FRIENDS AT ABSOLUTE ENGAGEMENT
SEE 20271 LESSON BY JULIE LITTLECHILD FOR MORE

ABSOLUTE

The Evolution of Your Client Experience: The Chechlist

Thm e =t he pleri Bqereasr il 35 cr—canaed sl i1 1 H RTE T RO 1R I 4T VR TE S0y (e e
el raymil Agyra ey el isrerhier ol Gl cowri ege o pEr, condde FoaTa A E

"L Chanpe tha cllert comacrsatkar.

Fa revakals reah czexorauE snnlordol o cierls ey loel e lese

brer ITpncted Tyhe bt @ BTACRT eERE T me thes aeed okl BT T pae 1 mas o i el et

T T AR e PR R P T S g T T R e o

2 Eabarce wour ol kenk COMmWRetans, el e ke g ond £l ool s C ey e sh 1L g el Tl
R 7 o e CaT T e ka sk e e IKRs Canya pesstal ooy 30 cornnksl s wpkan o srans e
EETETIVERE BRI T FUEIUS P I o

2. Euslup e elion oeperines, The prtsrewe avlsmpadnsam el g e pricneyhe connin, Tvee
cuwrrs el It Eroelisnyts ree, brasyta meet g asan] brata cone s Lo, swslmsds]arthe izl

1w yTa prrddeie cierte

WA BE T Tl Esb A T Chr) EpETE Y0 SHNTS wih 3 ok 1 WATTANG g 1wl s clory e Foed g moar
rhegaeed padwhat 1smpeanert Fricsimackecklenia wh w0 4wty 2oy s mial fam i snaannTa e

v o Pt e b ang - ght 1o’

b7 el opis, w2 oy ing
sham e name o T

WA bl
pur el s feoding (s
ceonimel, confidenza and dai

Hzvs bews Tz paawdamis im paaing
e zuralienes shink 2bout Thzir

o Do Toa geamda iz b gl
e T T

ou Need to Tahe Ac
1L Change the Conversation

SV T B onpErli 22l wadted god il covimil
::I Thes e CPCITENT @05 A TRed oreinpas bam & ks
:__:I Thes Eav Limea 1anl o

{73 Tools mporme s0 v pocirenvoned
’_J The = mpeeterd arr w4 "Per I e nper bom cienis
71 Theeailimoactast s

3 This b MECIEAT 340 wete GoEil covened.
Ths 15 MECHRI 372 e TERE o inpr am o lems
4 This En'tImgastaT oous

This I3 MECHRI 221 we'e2 [ot rovemsd
Hew e mprilend 4ns v teed irnaE el ban s ek

L RERINTEY

JThis b PECMERT 341 e QO covered.
7 This b MECEAG 372 Ve 1222 moreinpes bam o kems
0 s BT TIT s

ABSOLUTE
THGAGEMEY

‘Wi napizs zne puraizms

fiterasted in dezmming shoin

2, Enhince Your Gliant Communications

o3 Thes R IMDcTa T DI vt D I aouaned
L0 Tl e oo L 2id we ez 1w g a1
i1 Ths k™ Imparmanr s

bt

@ rapdss A th etlden i e T3 Ihs s menrtrt s vzt ot it covened,

meiad i e ning abnur? M - TR e e T T

dzurdacr sheafs wank 1z
e (50 wieh e, ik

e 00 1enn O i vz il L el

e el 12 ro-ths?

D izngs vasnl gl sk |
n-pegon mizchngs ardo thay

reraranlite muiran?

Pl vann g land vatal
“when 1 mres Lo o i
el oo 4

L

iz i e s
N 1 T TR

=

.} ThsEntimpartart o s

TRsLME i s mpoctant T vzt oot ik sz,

F I Thes b InEacTAoT 300w nesd macE nran o

o0 st impartant lows
3. Ewolve Your Client Experience

1T & B OCTACT DI s ek D I et
3 Tl e g baL = s sl muce nool
Ths T I pATATT e

0 Ths s BP0 TaE T st QG
s s b 2o e ez roe moul
Th g 5™ T TAnT g

i S 3 e T R TR Tl
3 Thes s moolantand e mezd moce noul
Thes " ITpaTATE I i

1 The B moatanE oIn vaeter Ik aziared
3 Tl i o brLaned e = o e gl
This ™ ITpamant i s

unlels

e

oim el etrs

anclels

nclerls

omitlerls

RIERECH

1wz e herilian s wd e pou pesd impo U lon giengs, edisl s pom peal sleps®

Hevod Cin We Halp?

4 Measure your performance

The: frurth step b delivering o great G is o
rreasue yeur performance ahd kentity areas of
IMERavErrant, Sou Can J5e varous metnics and
incicatars ta ewakizie hos el wou are mesting
WaLr custonrer neads andg expactations, such as
customer satsfaction, net promoter soare,
custprar affart soom, custnmar retersion,
cushorrer lalime value, and cuslomer lsadback.
Yo ca eleo wea various methods to colkect end
anayra custamer data, sush as sureays, feadhack
Torrns, reviees, socil rmedia, and analytics Leals.
WO CA UEa tha inslgnte fam thess data ta
imprave waur products, sarsicas, processas, and
proficias and arhance your CX

5 Innovate your offerings

The fi*th step to dellverng a grest CX s to
nnovste your offerings and stay abead of the
CUrve, Yol SN Use various soarces and methoos
to gererabe newy deas and salutians for your
custamers, such as customer feedzack, maret
resgnied, crmpelilar anakeds, brainglarnieg,
profotygirg, and festing. You £an & 50 Us2 vanous
apgranchas and models 1o impernert and manage
nnowatior, such 35 design thinking, saie, lesn
ard scumn Thear 2 b craate vaue for your
sustamers and d¥ferentiata vavrsalf from your
cormpetitars.

& Align your culture

The sith step to delivering a grast CX is to align
your zulture and vision weth your CK goals and
walues, You can use various toals and technigues
1o define and communicate your CX vison,
rrission, and values, such as vision statzments,
value propositions, customer persones, custamer
joumey maps, and brand guidelines. You can also
use varisle methods and practices to foster ang
suskain a customar-centric sulbure, such as
leadership, tearmwork, recognition, feedbsck, snd
learning. The objective is to create a shared
urerstanzing and commitrrent 1o X excallence
among all your stexaholders.
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