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VALUE = CX + EA

CX is the customer-
facing ambition
(moment, journeys,
lifelong
relationship).
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EA is the internal
system that makes that
ambition executable
(capabilities, tech,
process, people).



Can you intentionally design for the
experience, without designing how the
organization will deliver it?
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Experience Orchestration

Customer journey

Business
Processes
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COSTUMER JOURNEY

CUSTOMER ACTIONS

Service blueprint
A strategic bridge

CHANNELS

EXPERIENCE

BUSINESS JOURNEY

BUSINESS ACTIONS

BUSINESS GOALS
METRICS

VALUE STREAMS
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| plan my shopping

cial media and become aware of promos

and offers
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Wensie Masile App Care Opporturity

Awareness / Consideration

dentify new/existing customer

gather insight in pre-purchase phase (Gather
cookie ids, to be later link into customer profile)
Create marketing content based on customer

‘il‘f:_’,‘TW‘ﬂ(”ﬂ‘.‘ purcnase

Increase Engagement rate/score (KPI)
il open rate

app users (50k)

Web visits (350k/month)

Social Media (FB: 25K followers, Insta: 14K
Followers,...)

Prospect to Visit
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Digital Customer Joutr
Example for an online groc

| visit & purchase
products
d add product to product basket
Pay with preferred online payment options

Download apy pp)
home delivery
elivery status
oo e Sabs Oppartuny

Acquisition / Conversion

Increase digital card usage by simplifying

r(‘gmlr.’]i\m‘ process on the app

Increase conversion rate and Average Basket
Average Basket (PM: Panier Moyen): 57,3Eur

Visit to Sale

PIM 8[: om 0\15 POS ,(c:,’: ERP
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| seek help

Contact customer service (onli

conctact cust

omer care via In ¢

Support
Link and share your customer
the org / services

nalized Cu

stom

assistance across channels an

Impr

Increase usage of self service
% inbound calls

Improve 1st time resolution
Key reasons to contact
Average resolution time (from
solutio

Score (to get s

Problem to Soluti

CRM (=
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Organise to deliver value to your Customer

Digital Services

Orange Restricted

End-to-end Customer Journey

Customer Journey Steps

Key Customer Journeys



Organise to deliver value to your Customer and your Business

Pre-purchase

Purchase

Awareness

Acquisition

Retention Support

Digital Services
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End-to-end Customer Journey

Customer Journey steps

Key Customer Journeys

Key Business Journeys



Organise to deliver value - align around common KPIs

Pre-purchase

Purchase

Usage

Support

Engagement rate

( )\
CES, Acquisition cost,

CES, MRR,
Activation rate

CSat, ARPU,
nb product contact

4 N\
CARE, Cost to Serve,
Resolution rate

Awareness

Acquisition

Retention

Support
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End-to-end Customer Journey

Customer Journey Steps

Key Customer Journeys

Key Metrics

VOC, BUS, OPS

Key Business Journeys



The Operating System for CX

E2E Journey

Key Journeys
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Organise to deliver value - align around common KPIs

Pre-purchase

Purchase

Usage

Support

Engagement rate

( N\
CES, Acquisition cost,

CES, MRR,
Activation rate

CSat, ARPU,
nb product contact

[ CARE, Cost to Serve, )

Resolution rate

Awareness

Acquisition

Retention

Support

Customer 360° | Data Platform | Al & Decisioning | Channels & Content
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Journey steps

Key Journeys

Key Metrics

VOC, BUS, OPS

Business Journeys

CX tech stack



Customer
journey

Business
Processes

CX, Data & Al
Technology
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Set it map what matters

Run it manage journeys Cross-
functionally

Scale it Architect for execution
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Thank you!

o Business
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