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CUSTOMER EXPERIENCE IS
EVERYONE’S RESPONSIBILITY

INFO@ALFACG.COM

TRUTH: CUSTOMER EXPERIENCE
IS NOT CONFINED TO CUSTOMER
SERVICE TEAMS. EVERY
DEPARTMENT, FROM MARKETING
TO OPERATIONS AND LEADERSHIP
INFLUENCES THE CUSTOMER
EXPERIENCE.

WHY IT MATTERS: COMPANIES
THAT EMBED CUSTOMER-
CENTRIC THINKING ACROSS THE
ENTIRE ORGANISATION CREATE
SEAMLESS EXPERIENCES THAT
DRIVE LOYALTY.
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YOU CAN’T IMPROVE WHAT
YOU DON’T MEASURE

INFO@ALFACG.COM

TRUTH: WITHOUT CONSISTENT,
UNDERSTANDABLE AND RELIABLE
MEASUREMENT OF CX, YOU CAN'T
UNDERSTAND WHERE
IMPROVEMENTS ARE NEEDED.

WHY IT MATTERS: TANGIBLE
MEASURES BEYOND THAT OF CSAT
AND NPS ALLOW BUSINESSES TO
TRACK PROGRESS, PINPOINT PAIN
POINTS, AND DRIVE CX
IMPROVEMENT.
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EMOTION DRIVES LOYALTY

INFO@ALFACG.COM

TRUTH: CUSTOMERS MAKE
PURCHASING DECISIONS
BASED ON HOW THEY FEEL,
NOT JUST PRICE OR
PRODUCT FEATURES.

WHY IT MATTERS:
CREATING POSITIVE
EMOTIONAL CONNECTIONS
SIGNIFICANTLY INCREASES
CUSTOMER RETENTION AND
BRAND ADVOCACY.
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FIXING PAIN POINTS HAS
MORE IMPACT THAN ADDING A
“WOW FACTOR”

INFO@ALFACG.COM

TRUTH: REDUCING FRICTION IN
THE CUSTOMER JOURNEY OFTEN
HAS A BIGGER IMPACT ON
SATISFACTION THAN TRYING TO
'WOW' CUSTOMERS WITH ADDED
EXTRAS.

WHY IT MATTERS: SMOOTH AND
SEAMLESS EXPERIENCES ARE
OFTEN MORE VALUABLE THAN
GRAND GESTURES AND “NICE TO
HAVES”
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SPEED AND CONVENIENCE
ALWAYS WIN

INFO@ALFACG.COM

TRUTH: CUSTOMERS EXPECT
CONVENIENCE AND EFFICIENCY
OVER ANYTHING ELSE. THESE
FEATURES OFTEN APPEAR AS THE
KEY DRIVERS OF SATISFACTION
AND CREATE MASSIVE RETURNS
ON CUSTOMER EXPERIENCE.

WHY IT MATTERS: BRANDS THAT
PROVIDE FAST RESOLUTIONS,
EASY ACCESS TO INFORMATION,
AND SEAMLESS SERVICE WIN
CUSTOMER LOYALTY.
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EMPLOYEE EXPERIENCE =
CUSTOMER EXPERIENCE

INFO@ALFACG.COM

TRUTH: AT THE CORE OF ANY
GREAT CUSTOMER EXPERIENCE ARE
HAPPY AND ENGAGED EMPLOYEES,
DELIVERING BETTER SERVICE.

WHY IT MATTERS: A POSITIVE
INTERNAL CULTURE LEADS TO
HIGHER-QUALITY INTERACTIONS,
BETTER IDEAS, AND POSITIVE
PROGRESS. INVESTING IN EMPLOYEE
SATISFACTION OFTEN IS SEEN TO
BOOST CUSTOMER EXPERIENCE
OUTCOMES.
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FEEDBACK IS A GIFT — 
BUT ONLY IF YOU ACT ON IT

INFO@ALFACG.COM

TRUTH: COLLECTING FEEDBACK
WITHOUT MAKING CHANGES
FRUSTRATES CUSTOMERS AND
WASTES EVERYONE’S TIME.

WHY IT MATTERS: CUSTOMERS FEEL
VALUED WHEN THEY SEE THEIR
FEEDBACK LEAD TO TANGIBLE
IMPROVEMENTS. MEANWHILE,
MEASURING THINGS FOR
MEASUREMENT’S SAKE IS OFTEN A
WASTE OF TIME.
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PERSONALISATION IS
BECOMING AN EXPECTATION

INFO@ALFACG.COM

TRUTH: CUSTOMERS ARE
INCREASINGLY BECOMING MORE AND
MORE EXPECTANT OF BRANDS TO
KNOW THEM AND TAILOR
INTERACTIONS TO THEIR NEEDS. 

WHY IT MATTERS: WITH MORE AND
MORE DATA POINTS AT A BRAND’S
DISPOSAL, IT IS IMPORTANT TO
LEVERAGE THIS ASSET IN THE RIGHT
WAY, AS PERSONALISED EXPERIENCES
INCREASE CUSTOMER SATISFACTION
AND BRAND LOYALTY.
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CUSTOMER-SILENCE
IS NOT A GOOD THING

INFO@ALFACG.COM

TRUTH: JUST BECAUSE CUSTOMERS AREN'T
COMPLAINING DOESN'T MEAN THEY'RE
HAPPY. SILENCE IS OFTEN ANOTHER WAY OF
SHOWING THERE’S A GAP IN CUSTOMER
LISTENING CHANNELS. 

WHY IT MATTERS: UNSPOKEN
DISSATISFACTION OFTEN LEADS TO
CUSTOMER CHURN. THE MOST SUCCESSFUL
AND PROACTIVE BRANDS INTENTIONALLY
SEEK FEEDBACK TO UNCOVER HIDDEN PAIN
POINTS AND ACT UPON THEM.
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GREAT CUSTOMER
EXPERIENCE LEADS TO
BUSINESS GROWTH

INFO@ALFACG.COM

TRUTH: INVESTING IN GREAT CX
DRIVES MEASURABLE BUSINESS
OUTCOMES. BRANDS THAT TREAT CX
INVESTMENT AS A GROWTH STRATEGY,
NOT JUST A BUDGET SHEET LINE-ITEM,
ARE OFTEN THE ORGANISATIONS WHO
ARE GETTING THE MOST VALUE AND
GROWTH FROM THEIR PROGRAMMES.

WHY IT MATTERS: IMPROVED
CUSTOMER EXPERIENCES LEAD TO
HIGHER RETENTION, INCREASED
REVENUE, AND STRONG BRAND
ADVOCACY.
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WANT TO KNOW MORE ABOUT HOW
ALFA CAN HELP YOU SUCCEED? 

LETS CHAT...

(+44) 0203 4322764WWW.ALFACG.COM

LINKEDIN INFO@ALFACG.COM

EMAIL US!
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https://www.alfacg.com/

