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Great Customer
Experiences
Don’t happen by
accident
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Think like Peter

Practical ACE strategy
Networking tip
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Glebal Speaker
Co-founder CX Game
CX Masterclass
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Selection of Customers
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“Happy customers mean:
Higher revenu, return custome
more and better reviews, less
complaints and happy employee
Is there one reason not to work
customer experience?”
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Definition

Customer Experience :

The perception the customer has of all
interactions, during the whole. customer
journey and in all channels

Customer Experience Management:
Organizing valuable customer experiences
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A.C.E. Strategy

A — Authenticity of the brand

C — Consistency in the customer
journey

E — Employee ambassadorship
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10p00 bX brands

: : = Introduce yourself: Name

|ﬂ AUSJ“'a - Share: favorite Brand/Organization as a customer
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CX Speeddate:

5 minute — 2 rounds
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KEM/Qantas or Emirates?







A.

Brandpromise = 1 AUthentiCity

Customer promises =

max7 | Of the brand
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Phases
Customer Journey
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Pre-Travel Travel After-Travel
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“Comfort and attention to detail
you can rely on whenever you travel”

brand promise



“Consistency in daily delivery makes
customers want to come back.
Again and again!”
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Consistency
nomeneotwutn AN the

customer journey
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Understand
Able

Willing




A.C.E. Strategy

Authenticity of the brand

A.
\

C Consistency in the
‘ A customer journey

E. Employee ambassadorship
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GROW TO THE CX NEXT LEVEL?

Customer Experience Management: The Fundamentals Workshop
December 15t 15pm Syndey Time

Knowledge:-€X Framework
Awareness: Maturity Assessment

Action: Next best steps

First 15 Early bird: S 245 (euro150)
Later Birds: $ 349 (euro 213)

https://www.eventbrite.nl/e/tickets-customer-experience-management-fundamentals-
workshop-127965760033



Nienke Bloem CCXP
The Customer Experience speaker
in the blue dress - making custo
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Glebal Speaker
Co-founder CX Game
CX Masterclass

woneoee Bloem CCXP CSP
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