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CX Technologies
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Are We Measuring
CX Accurately?

Matt Inman
Senior Director, CX Strategy .
& Design Consulting Marltz
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Survey Dashboards Spotlight | CX Strategy Data Mystery

Builder & Reports  Data Mining
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Where we have succeeded




Are we measuring CX accurately?

A Knowledge of
Representative

A Avg. Handle Time

A Courtesy of
Representative

A Customer ease
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Is 1t fair to measure CX this way?

Confidential and Proprietary

A Lack tools/information
A Lack resources
A Lack authority

A Lack rewards/recognition

ADondt understand cust c

needs
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CXEvolutions

MATURITY MODEL & ORGANIZATIONAL ASSESSMENT

. ... STRUCTURE PEOPLE

Belief Sources Design ]| Response Design Hiring
Commitment ' : Social Media _
Integration J (1, cumentation Governance Training
Hot Alerts .
Role of Sr. Leaders VoC Program Knowledg e Policies Discretion
Use of
Actions of Sr. Leaders  Dashboards : : Formal CX
Application Technology Programs Rewards
CX Strategy Data Sources Predictive
: Employee Authority ~ EMPployees know
Goal Setting Analytics Analytics gKIFGQa SELISOGSR
Clear Vision of them
Resource Allocation Recognition
Programs
CX Communications .
Variable Income
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The Impact of a Comprehensive
Approach to CX

Financial S
Performance \ :

-t 4
Enculturate

Customerk s
Retention T =
&

|
Standardize

3/7%

of.companies are here

Respond

Measure

Apathetic Investigate
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Where EFM Technology Can Help

Text Analytics
Data ®
Analytics
Case Enculturate
Management
_ Align
Action
VOC Planning Solve
Dashboards | _
Standardize
|
Respond
I
Measure

Apathetic  Investigate
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Dashboards
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Impact of having access to data

| Have Access to a VoC
Digital Dashboard

100%
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Global Avg. CX Leaders

m Strongly Agree = Agree
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Info. From CX System is
Continuously/Widely Shared

100%

80%

46%

60%

40%
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Global Avg. CX Leaders

m Strongly Agree = Agree

Maritz [#3



15

Confidential and Proprietary

What to Consider When Building a Dashboard

Obj ectives: Choosing the Right Chart

A High level company results e 86%
A Individual level results = 89%
A Trending results o ——

A Prioritizing of improvement efforts Choosing the Right Chart

A Seeing customer comments R —

A Benchmarking against
peers/regions/segments/company

A Data analysis
A Mobile access

A Integrating data from other VoC sources or

operational/demographic data

Choosing the Right Chart

Tables
*  Multiple Metrics
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Get the Right Info to the Right People

@

Front Line

* |ndividual
Performance

+ KPI Transparency
* Customer Feedback
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Manager

KPI Distribution
+ Key CX Drivers
« |Improvement Opportunities

@

Executive

+ KPI Enterprise View
* Performance Trends
* |mprovement Priorities
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Data Analysis
— Spotlight —
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Data Analysis: Spotlight Overview
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