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Popularizing Customer Experience for 2 Decades

Automotive Oil & Gas CX Consulting
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1. Create a competitively distinct 
and advantaged CX
• Embodies product and brand
• Resonates with customers: value

2. Internal and external 
stakeholders fully understand 
the Company’s desired CX
• How to deliver it individually, 

collectively as teams, and as an 
organization

3. In a language / voice that 
anyone can understand

Cover: 3 keys to successful Customer Experiences (CX)

Image: parature.com
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2 epidemics facing business today when it comes to CX

1. Disengaged Employees

of American 
workers are 
disengaged

70%
employees 
feel valued
on the job

1in3
report being 

actively engaged
in their work

13%

$450-$550B

Disengagement
costs American organizations between

per year

Source: Maritz Motivation Solutions

only only

Customer Experience

≠
Disengaged Employees
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2 epidemics facing businesses
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feel valued
on the job

1in3
report being 

actively engaged
in their work

13%

$450-$550B

Disengagement
costs American organizations between

per year

Source: Maritz Motivation Solutions

only only

2. Engaged Customers

of American 
workers are 
disengaged

70%

Source: Sources of statistics from 
“Smarter Commerce Stats and Facts”

Empowered
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CX leaders fuel customer expectations

Source: Maritz Motivation Solutions

• Customers SIMPLY expect ALL industries to match 
or beat the best CX they had or heard about 

• Customers make NO distinction among industry 
―  retail, telecom, travel, media, finance  ―

• Don’t accept legacy or regulatory excuses for lack 
of innovation or adapting to new business models
Disruptors do! & transform your industry

not an exhaustive list
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Disruptors heighten CX expectations

Source: Maritz Motivation Solutions

• Technology-fueled disruptors 
―Piggybacked on technology boom
―Create new business models in 

industries that didn’t expect it or 
arrogantly ignored

• Technology puts consumer in control
―Humans like to be in control 
―Options, scrutiny, comparisons, 

lowest price, etc.
―All just a click/tap/swipe away 24/7

not an exhaustive list
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Perception vs. reality

Embedded

Moderatelow EMBEDED

4-10%
of businesses 
believe they 
provide superior 
customer 
experiences

80%

of customers 
describe the 

service in such 
glowing terms

8%
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It starts at the top!

What does it take to be a CX leader?

CEO

Executives & 
Leadership

Employees 
& Teams

Partners

“We see our customers as invited guests to a 
party, and we are the hosts. It's our job every 

day to make every important aspect of the 
customer experience a little bit better.”

Jeff Bezos, CEO Amazon

"Our vision is to be earth's most customer-
centric company; to build a place where 

people can come to find and discover anything 
they might want to buy online.”

Amazon
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Embedded

Moderatelow EMBEDED

4-10%
CX Transformation

CX aspirations are transformations
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Let’s look at 2 industries

Banking Fuel Retail

Images: shutterstock
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Branch

Individual experiences

Image: shutterstock
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Branch

Touchpoints

• A touchpoint can be physical or virtual
• Represents 1) when 2) where and 3) how 

customers interacts with a Company’s:
• Brands
• Products  
• Messaging

Individual experiences & touchpoints
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BranchCritical Touchpoints
Silent Touchpoints

ATM asphalt

Critical vs. silent touchpoints

Image: shutterstock

carpet
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Branch ATMCritical Touchpoints
Silent Touchpoints

ATM

Touchpoints that warrant being an experience

Image: shutterstock
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Branch ATM OnlineCritical Touchpoints
Silent Touchpoints

ATM

Independent yet interconnected experiences

Image: shutterstock
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Branch ATM OnlineCritical Touchpoints
Silent Touchpoints

ATM

Independent yet interconnected experiences

Holistic Product & Brand CX

Images: shutterstock
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Holistic Product & Brand CX

Site Pump Driving

Holistic Product & Brand CX

Pump

Banking

Branch ATM OnlineCritical Touchpoints
Silent Touchpoints

ATM

Fuel Retail

Independent yet interconnected experiences

Images: shutterstock
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ALL Products = Critical Touchpoints

FuelAll Financial Products

Holistic Product & Brand CX

Store Pump Driving

Holistic Product & Brand CX

Pump

Banking

Branch ATM OnlineCritical Touchpoints
Silent Touchpoints

ATM

Fuel Retail

Fuel Fuel

Product strategy integration into CX strategy
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Branch ATM Online Store Pump Driving

Banking Fuel Retail

Touchpoints

What about CX journeys? 101 ways to layout it out
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Branch ATM Online

Holistic Product & Brand CX

Critical Touchpoints
Silent Touchpoints

ATM

Design Company’s Unique CX
Critical Touchpoints
Silent Touchpoints
 Independent Experiences
Holistic Product & Brand CX

• 1 holistic product & brand experience
• 10s, 100s, maybe 1000s touchpoints
• 10s of independent yet 

interconnected experiences
• # of touchpoints & independent 

experiences a company manages 
driven by CX capability and resources 

Designing a strategic CX blueprint
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1. Listening to the Voice of the Customer VOC

How did I get here?  3 parts 

• Stories directly from the customer’s lips
• Uncovering the finest detail on*

• Why customers selected your product and brand 
• To solve a particular task 
• Across an array of circumstances in their lives
• Knowing where and how the product is used
• And the value the customer places on the selected 

product, it’s features, and the brand relative to 
any direct or indirect competitors

*Trendless first leverages a company’s existing insight resources from segmentation to customer/story profiles, qualitative and 
quantitative research, third-party insight resources, corporate/brand/product strategies, and any other resources. 
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2. Leveraging a Company’s best assets: 
Internal and External Subject Matter Experts

How did I get here?  3 parts

• Vast knowledge of industry, products, operations, politics, 
customer, competitor, marketing channels, and so much more 

• Crucial in filling the gaps where customers might not be able to 
fully articulate their thoughts or ideas:

• Whether envisioning the evolution of your existing products; OR
• When identifying all new products or experiences

• Early involvement and support is paramount to successful CX

3. A seasoned CX SME
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Setting a vision and CX aspiration

Branch ATM Online

Holistic Product & Brand CX

Current State Future State

Embedded

Images: shutterstock
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Trendless sCXi™  
strategic Customer Experience instrument 

identify and fortify the critical 
experience touchpoints that 
amplify brand and product 

value throughout the 
customer’s end-to-end journey 

and experience

Trendless sCXi™ 30,000-foot view

Image: createdbyrcw.com
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Individual

Teams, BUs

Partners

Each stakeholder is armed with clear direction on how to execute 
CX in their role, collectively as teams, and as an organization by:

Even more powerful each stakeholder has a clear 
understanding on how their performance will be 

measured with customer-focused metrics: 
individually and collectively

• Linking each touchpoint and experience to the 
stakeholder(s) that owns it or delivers an element of it

• Linking holistic experience to all stakeholders

• Linking to external B2B and agency partners

• Linking to company financial targets 

Activating your internal promoter army!

Images: shutterstock
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How do I activate my customer promoter army?

Image: shutterstock
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Let’s talk about your CX aspirations

Jeff Baker
thinktrendless.com 
jeff@thinktrendless.com 
+1 312-675-2514

Thank You!
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Popularizing Customer Experience for 2 Decades

Automotive Oil & Gas CX Consulting

Certifications & Associations

6 CX Core Principles
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