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Personalization: CX 
Solutions for a 
Hyperconnected 
World.

Presenter Notes
Presentation Notes
Client Experience has become a critical factor that sets businesses apart from their competitors. Delivering exceptional experiences creates a competitive advantage by attracting and retaining customers who value a personalized, seamless, and delightful interaction. ��Many of you have had client experience interactions in your life that have not been favorable.  I recently lost my AC on the first hot day of the year.  I went on line, as many of us have done -   entered my information in many websites and waited.  One thing I noticed is I could not set an appointment myself, and when I called I got a voicemail.   ONLY 1 called back that same day, and it was not in 5 minutes more like an hour, BUT they got my name and issue right!!! (Sidenote)  One other called back 2 days after we got a new AC unit.  We don’t alway get the option of who we want to work with, if no one calls back. 



The foundation of the customer 
experience.
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What is the customer experience ?

● Customer- Centric Mindse t

● Customer Understanding

● Journey Mapping

● Employee  Engagement

● Continuous Improvement

● Technology and Infrastructure

https://blog.hubspot.com/service/customer-journey-map
https://blog.hubspot.com/service/customer-journey-map


The power of the customer 
experience.

The customer experience is a 
defining factor in business 

success.

Did you know?
of consumers regard the  quality 
of the ir CX with brands as 
crucial.1
of customers have  backed out 
of a purchased due  to a poor 
customer experience .2

of businesses with above  
average  customer experience  
perform be tte r financially than 
the ir competitors.

70 %

78 %

73%

1. PWC 2.Glance 3.Temkin Group

Presenter Notes
Presentation Notes
��It takes 12 positive customer experiences to make up for one negative experience. (Ruby Newell-Legner’s "Understanding Customers")�As the franchise/business owner, let’s talk about the competition and how as a business owner, you have the opportunity to set yourselves apart here with a quality and quick response follow up time. My story about quick responses is a recent one.  Of course on the first hot day of the year the A/C died. ��I registered online to 5 companies.  One called back and got the job, they were not my first choice, but the were the most responsive.  A second finally called back but it was 2 days after the new A/C was installed. ��Think about how many competitors are in your area and how they are working to capture those same leads you are working on….what is happening to those leads when they get a vm when calling your business, or no response to a web lead? ��They are moving on to your competition. Why?  They have zero allegiance to you or your business at this time. Until that potential lead can make…..a HUMAN connection with you or your competition, there is no connection or alliance.


https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf.
http://ww2.glance.net/wp-content/uploads/2015/07/Counting-the-customer_-Glance_eBook-4.pdf2
https://www.xminstitute.com/blog/cx-leads-to-recommendations


Email Phone 

Chat SMS

Social media Mobile Apps 

Self Service 

Meet customers where they are .

Presenter Notes
Presentation Notes
Each channel comes with its own unique opportunities and obstacles. To deliver the best experience for your customers, you have to understanding which channels work best for you and your clients.  ��https://www.helpscout.com/75-customer-service-facts-quotes-statistics/��

https://www.marketingdive.com/news/72-of-people-prefer-email-communication-study/413912/
https://d1eipm3vz40hy0.cloudfront.net/pdf/cxtrends/cx-trends-2020-full-report.pdf
https://www.comm100.com/resources/infographic/millennials-prefer-live-chat-speed-convenience/
https://www.salesforce.com/resources/research-reports/state-of-service/
https://www.lyfemarketing.com/blog/social-media-marketing-statistics/
https://www.salesforce.com/resources/research-reports/state-of-service/
https://www.salesforce.com/resources/research-reports/state-of-service/


Every lead has the ir own unique  
requirements.

Identify those  requirements to 
personalize  the  experience .

Did you know?

1. HubSpot.

of consumers value  personalization over 
speed (53%).1

Qualification = 
personalization .

59%

https://blog.hubspot.com/service/statistics-on-customer-retention
https://blog.hubspot.com/service/statistics-on-customer-retention
https://blog.hubspot.com/service/statistics-on-customer-retention


Keep it human.

Some businesses look to AI to cut costs. Human inte ractions = 
personalized experiences.

● 78% of consumers pre fe r to speak to a real person over AI 
or a chatbot.1

● 75% of people  are  frustrated when they can’t reach a real 
person on the  phone , when they call.2

Presenter Notes
Presentation Notes
AI has brought a lot of new ways to give time back to our workday.  Use that time to connect with your clients.



Thank you.

We plant a  tree  for every customer, every month. Over 1M trees planted! 
🌲🌲

Karen Booze, CFE

Franchise  Director

(888) 822-2034

karen@answerconnect.co

m

Book a meeting with me: 
karenbooze .se tmore .com

Presenter Notes
Presentation Notes
If you would like to get more information, please reach out to Karen, at AnswerConnect. 

https://emojipedia.org/evergreen-tree/


The Why.

Presenter Notes
Presentation Notes
The reason I am sharing this, is the remarkable return on marketing investment, with a customer journey map.  You can see there is a significant increase from those companies that do not have the Journey mapped out.   
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